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1 Introduction

About this apprenticeship occupation
This End-point Assessment (EPA) pack has been designed to assess all requirements as stipulated in
the Customer Service Specialist Apprenticeship Level 3 assessment plan version STO071/APO1.

The main purpose of a customer service specialist is to be a ‘professional’ for direct customer support
within all sectors and organisation types. The apprentice is an advocate of Customer Service acting as
a referral point for dealing with more complex or technical customer requests, complaints, and
queries. The apprentice is often an escalation point for complicated or ongoing customer problems. As
an expert in their organisation’s products and/or services, they share knowledge with the wider team
and colleagues. The apprentice gathers and analyses data and customer information that influences
change and improvements in service. Utilising both organisational and generic IT systems they will
carry out their role with an awareness of other digital technologies. This could be in many types of
environment including contact centres, retail, web chat, service industry or any customer service
point.

What is in this document

The occupational standard

Resource requirements for End-point Assessment

Timeline for End-point Assessment

End-point Assessment tasks and guidance on grading
Guidance for the Independent End-point Assessor
Guidance for the centres/ End-point Assessment customers
Guidance for the Apprentices

e Apprenticeship assessment result sheet

This document must be used alongside the End-point Assessment Recording Forms for
Independent End-point Assessors document.

End-point Assessments

The focus of the EPA is for the apprentice to fully demonstrate the knowledge, skills and behaviours set
out in the apprenticeship standard and to be able to demonstrate this level of professional
competence in authentic workplace contexts.

EPAs are formal summative assessments that conclude an apprenticeship programme. Each
apprenticeship will be assessed in a number of ways to provide a clear indication of the apprentice’s
knowledge, skills and behaviours. For this apprenticeship the following assessment methods need to
be achieved:

e Practical observation (with Questions & Answers)
e Work based project supported by interview
e Professional discussion supported by portfolio

This pack contains specific guidance around the assessments of the Customer Service Specialist
Apprenticeship Level 3. For an overview summary of all assessment methods that could be used as
part of EPA please see the Independent End-point Assessor Manual.

Grading

This apprenticeship is graded Fail/Pass/Distinction. EPAs will be assessed and graded by City & Guilds
Independent End-point Assessors (IEPAs). More information about how each assessment is graded and
how the overall apprenticeship grade is determined can be found in later sections of this document.
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Entry requirements for End-point Assessment
To be eligible for EPA the apprentice must have successfully achieved the following:

e aminimum of 15 months on-programme

e Level 2 maths and Level 2 English qualifications (or relevant equivalent) either during or before their
apprenticeship. For those with an education, health and care plan or a legacy statement, the
apprenticeship English and maths minimum requirement is Entry Level 3. British Sign Language
qualifications are an alternative to English qualifications for whom this is their primary language.

Gateway — prior to End-point Assessment

When all on-programme content has been completed, the employer and/or training provider are
required to date and sign that the apprentice is ready to undertake the EPA. In order to do this, they
will be required to submit a City & Guilds End-point Assessment Gateway Declaration form. This
confirms that the apprentice has acquired the required knowledge, skills and behaviours. Each
occupation has a specific Gateway Declaration form.

Completed Gateway Declaration forms are submitted to City & Guilds as part of the booking process
and are checked by the EPA team, prior to the allocation of an IEPA to undertake the assessments.

Remote Assessment

Remote assessment is live assessment that is supported by technology where the IEPA and the
apprentice are not in the same physical location when the assessment takes place.

The following assessments can be conducted remotely
e Work based project Interview

e Professional discussion on portfolio

For more detailed information around the conditions and requirements that must be met for remote
assessment please refer to the [EPA Manual.

Security, confidentiality & copyright of End-point Assessment materials

The content of this document is, unless otherwise indicated, © The City and Guilds of London Institute
and may not be copied, reproduced or distributed without prior written consent. However, approved
City & Guilds Centres/End-point Assessment Customers/Employers and apprentices studying for City &
Guilds EPA may photocopy this document free of charge. The Standard Copying Conditions (see the
City & Guilds website) also apply.

Additional conditions of use City & Guilds End-point Assessment Materials for IEPAs are protected by
copyright and are supplied only to IEPAs for use solely for the purpose of summative assessment.

The following conditions, which apply to City & Guilds Assessment Materials, are additional to:
- the Standard Copying Conditions which can be found at
http://www.cityandguilds.com/142.html; and

- (where the City & Guilds Assessment Materials are dated examinations), the JCQ Instructions
for Conducting Examinations.

The IEPAs must: -

o only use the City & Guilds End-point Assessment Materials in formal, summative EPA leading to
the award of an apprenticeship and not for any other purpose (including, but not restricted to,
teaching, revision, as practice assessments or for commercial purposes).

o handle and store securely the City & Guilds End-point Assessment Materials in accordance with
the following conditions -
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City & Guilds End-point Assessment Materials must be accessible to apprentices only
during formal EPA as governed by the assessment conditions specified for the
individual apprenticeship; -

The portfolio of the apprentice may contain assessment results referenced to the
assessment taken but should not contain the City & Guilds End-point Assessment
Materials (such as assessment tasks or questions or marked scripts if the tests may be
reused (unless otherwise stated));-

The content of any City & Guilds End-point Assessment Materials must not be made
public in any format, either in part or in full; -

City & Guilds End-point Assessment Materials must be securely handled and under no
circumstances shared with third party organisations (including centres and employers)
or individuals.
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2 Apprenticeship Occupational Standard

Note: WB refers to Work based project; PD refers to Professional Discussion; OB refers to Practical
Observation

Knowledge What the apprentice must know City & Guilds

Reference number

Business Knowledge  Understand your organisation’s current business
and Understanding strategy in relation to customers and make WBI
recommendation for its future

Understand the impact your service provision has on

PD1
the wider organisation and the value it adds

Understand what continuous improvement means in a
service environment and how your recommendations WB2
for change impact your organisation

Understand the principles and benefits of being able to
think about the future when taking action or making WEB3
service related decisions

Understand a range of leadership styles and apply them

: . . PD2
successfully in a customer service environment
Customer Journey Understand and critically evaluate the possible journeys WB4
knowledge of your customers, including challenges and the end-to-
end experience
Understand the reasons why customer issues and PD3

complex situations sometimes need referral or
escalation for specialist attention

Understand the underpinning business processes that ~ WB5
support you in bringing about the best outcome for
customers and your organisation

Understand commercial factors and PD4
authority limits for delivering the required customer
experience
Knowing your Know your internal and external customers and how PD5
customers and their  their behaviour may require different approaches from
needs/Customer you

Insight
$ How to analyse, use and present a range of information OB

to provide customer insight
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Knowledge What the apprentice must know City & Guilds

Reference number

Understand what drives loyalty, retention and PD6
satisfaction and how they impact on your organisation

Understand different customer types and the role of 0B2
emotions in bringing about a successful outcome

Understand how customer expectations can differ 0B3
between cultures, ages and social profiles

Customer service Keep current, knowledge and understanding of OoB4
culture and regulatory considerations, drivers and impacts in

environment relation to how you deliver for customers

awareness

Understand your business environment and culture and ~ WB6
the position of customer service within it

Understand your organisation structure and what role WB7
each department needs to play in delivering Customer

Service and what the consequences are should things

go wrong

Understand how to find and use industry best practice ~ PD7
to enhance own knowledge

Skills What the apprentice must know City & Guilds
Reference number

Business focused Demonstrate a continuous improvement and future

service delivery focussed approach to customer service delivery WB8

including decision making and providing
recommendations or advice

Resolve complex issues by being able to choose from OB5
and successfully apply a wide range of approaches

Find solutions that meet your organisation’s needs as OB6
well as the customer requirements

Providing a positive  Through advanced questioning, listening and OoB7
customer experience summarising negotiate mutually beneficial outcomes

Manage challenging and complicated situations within ~ OB8
your level of authority and make recommendations to
enable and deliver change to service or strategy

Use clear explanations, provide options and solutionsto  OB9
influence and help customers make choices and agree
next steps

Explore and interpret the customer experience to WB9
inform and influence achieving a positive result for
customer satisfaction
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Skills What the apprentice must know City & Guilds

Reference number

Demonstrate a cost-conscious mind-set when meeting ~ PD8
customer and the business needs

Identify where highs and lows of the customer journey ~ OB10
produce a range of emotions in the customer

Use written and verbal communication to simplify and OB11
provide complex information in a way that supports
positive customer outcome in the relevant format

Working with your Proactively gather customer feedback, through a variety WB10
customers / customer of methods. Critically analyse, and evaluate the
insights meaning, implication and facts and act upon it

Analyse your customer types, to identify or anticipate WB11
their potential needs and expectations when providing
your service

Customer service Maintain a positive relationship even when you are OB12
performance unable to deliver the customer’s expected outcome
When managing referrals or escalations take into 0B13

account historical interactions and challenges to
determine next steps

Service improvement Analyse the end to end service experience, seeking WB12
input from others where required supporting
development of solutions

Make recommendations based on your findings to WB13
enable improvement

Make recommendations and implement where possible, WB14
changes in line with new and relevant legislation,
regulations and industry best practice
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Behaviours What the apprentice must know City & Guilds

Reference number

Develop self Proactively keep your service, industry and best PDO
practice knowledge and skills up-to-date

Consider personal goals related to service and take

PD10

action towards achieving them
Ownership / Personally commit to and take ownership for actionsto  OB14
Responsibility resolve customer issues to the satisfaction of the

customer and your organisation

Exercises proactivity and creativity when identifying OB15

solutions to customer and organisational issues

Make realistic promises and deliver on them PD11
Team working Work effectively and collaboratively with colleaguesat ~ OB16

all levels to achieve results

Recognise colleagues as internal customers 0B17

Share knowledge and experience with others to support PD12
colleague development

Equality Adopt a positive and enthusiastic attitude being open OB18
minded and able to tailor your service to each customer

Be adaptable and flexible to your customer needs whilst  OB19
continuing to work within the agreed customer service
environment

Presentation Demonstrate brand advocacy, values and belief when 0OB20
dealing with customer requests to build trust, credibility
and satisfaction

Ensure your personal presentation, in all forms of 0B21
communication, reflects positively on your
organisation’s brand
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3  End-point Assessment guidance for Independent End-point
Assessors

Introducing the End-point Assessment to the apprentice

The End-point Assessment Customers should have made the apprentice aware of the different
assessment methods that make up the EPA of the apprenticeship prior to the gateway process.

While End-point Assessment will be assessed by the IEPA, for this apprenticeship the following
assessment methods will be introduced to the apprentice by the employer/training provider:

e Practical observation (with Questions & Answers)
e Work based project supported by interview
e Professional discussion supported by portfolio

The specific details around what the EPA customers will share with the apprentice and the timelines
can be found in the Task Instructions for centres/End-point Assessment customers sections
within this document. When introducing any assessments, it is expected that EPA customers set a
realistic timeframe for completion of each assessment. This should align with any timeline agreed with
City & Guilds when booking an EPA. If assessments are not completed within the agreed timeframe
without the apprentice having a good reason, the timeline for any EPA visit may be reviewed. City &
Guilds EPA team would liaise directly with IEPAs regarding this review.

For any assessments that occur over a longer duration, EPA customers are expected to work with
apprentices to develop a submission schedule that aligns with the overall timeline for assessments and
with any timelines agreed with City & Guilds when booking EPA.

Health and safety / Codes of practice

The importance of safe working practices, the demands of the Health and Safety at Work Act and any
Codes of Practice associated with the industry must always be adhered to.

The requirement to follow safe working practices is an integral part of all City & Guilds assessments,
and it is the responsibility of EPA customer to ensure that all relevant health and safety requirements
are in place when working on any projects or before apprentices begin any practical assessment.

Practical observation

Should an apprentice fail to follow correct health and safety practices and procedures during practical
assessment, IEPAs should stop the assessment and advise the apprentice of the reasons why. The
apprentice should be informed that they have not reached the standard of assessment required. It is at
the IEPAs discretion to confirm whether the EPA can restart.

Professional discussion and work base project interview

Should IEPAs identify a health and safety issue, either when assessing evidence submitted for the
apprenticeship or during an oral assessment that indicates that health and safety practices and
procedures may not have been adhered to, IEPAs should feed this back to the City & Guilds EPA team.

Authenticating the apprentices work

When making judgements on evidence of unobserved tasks, IEPAs must ensure all decisions satisfy
VACS. For evidence produced outside controlled conditions the apprentice will be required to:

e sign adeclaration that the work is their own
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e reference all sources.

The EPA customer should also aid authentication by:
e supplementary (oral) questioning to gauge familiarity with the topic
e |ooking out for any changes to the apprentices’ usual writing style, unusual sources/examples

or the use of eg US spellings or phrases that might indicate cutting and pasting from the
internet

e requiring access to evidence of steps in the process eg drafts, notes, planning etc.
For further information on authenticating work, see: www.ofqual.gov.uk/plagiarism-teachers

City & Guilds have produced evidence reference forms for both apprentices and IEPAs to use when
reviewing evidence produced outside of controlled conditions. These forms, include a declaration of
authentication forms, and must be completed when submitting evidence. These forms can be found in
the EPA recording forms for centres/End-point Assessment customers/employers document.
These should be completed and signed by the training provider/employer and the apprentice.

Recording forms

City & Guilds have designed specific recording forms for this apprenticeship, some for EPA customers
to use, and some for IEPAs to use.

These can be found in the following documents:
End-point Assessment Recording Forms for Independent End-point Assessors

End-point Assessment Recording forms for centres/End-point Assessment
customers/employers

EPA customers must use the forms provided by City & Guilds in the format laid out in the End-point
Assessment Recording forms for centres/End-point Assessment customers/employers
document.

I[EPAs should ensure that any notes are recorded on the End-point Assessment Recording Forms
for Independent End-point Assessors in a way that another IEPA who was not present at the
assessment can clearly see why grading/marking decisions have been made.

Determining the apprenticeship grade

IEPASs are responsible for grading all tasks and communicating these outcomes to City & Guilds. IEPAS
are also responsible for determining the overall grade of the apprenticeship.

A table designed to support IEPAs working out the overall grade for the apprenticeship can be found in
the assessment results sheet section of this document. All assessments must be achieved at a
minimum of pass for the apprenticeship to be achieved. The overall grade will be based on
achievement in the three end-point assessment methods.

Professional discussion (701/751) XIPID
Work based project interview (702/752) X/P/D
Practical observation with Q&A (703/753) X/PID
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e To achieve a pass an apprentice must achieve a pass in all three assessment methods. If any of the
three end-point assessments are not achieved, the apprentice would not achieve the
Apprenticeship overall.

e Toachieve a distinction an apprentice must achieve a distinction in all three assessment
methods. If a pass is achieved in any one assessment and a distinction is achieved in the other two,
the apprentice would achieve a pass overall.

e FEach of the assessment methods has its own criteria. To achieve a Pass, the apprentice must
achieve all pass descriptors (100%) in each of the assessment methods.

e Toachieve a Distinction, the apprentice must achieve all the pass descriptors and achieve all
distinction descriptors (100%) in each assessment methods.

Sharing of results with apprentices

I[EPAs should not share any individual results with or provide any feedback to apprentices or EPA
customers during any assessment, immediately following or between the different assessments that
make up the EPA.

Results submission and Certification

I[EPAs are responsible for submitting apprentice’s results to City & Guilds. City & Guilds will issue an
EPA record of achievement confirming the grade achieved and will notify the appropriate body who
will issue the Apprenticeship certificate.

Feedback

IEPAs are required to provide written feedback for any apprentice that fails their EPA. Written
feedback must be captured on the City & Guilds Apprentice Feedback form. The Apprentice Feedback
form can be found in the End-point Assessment Recording Forms for Independent End-point
Assessors document. Written feedback should highlight strengths and weaknesses and outline which
aspects of the standard/assessment were not met.

If apprentices have achieved the EPA, feedback will not be provided other than confirmation of results.
If an EPA customer specifically requests feedback these will be viewed as an exception and decisions
will be made on a case by case basis. If it is agreed to provide feedback the EPA team will contact IEPAs
directly and request that this is completed. Itis expected that [IEPAs would use the information
captured in the recording forms to draft the feedback to the apprentice.

Opportunities to retake/resit or improve results for End-point Assessments
An apprentice who passes the EPA cannot re-sit to achieve a higher grade.

If an apprentice fails any part of the EPA, they should not retake the EPA until they have completed a
period of further learning or training and the EPA customer is confident the apprentice is competent. A
separate EPA resit booking will need to be made with City & Guilds for the relevant assessment.

If an apprentice fails any part of the EPA for reasons out of their control, a resit can be booked at the
earliest opportunity.

There is no limit on the number of times an apprentice can fail and retake/resit the EPA assessment
methods for this standard, within 12 months.

If the apprentice fails the work based project they will be asked to rework their project taking account
of the feedback from the Independent End-Point Assessor. Apprentices will have one month to rework
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their submission. The apprentice will be able to submit previous evidence along with the new
additional evidence. In the event of extenuating circumstances, apprentices can be given the

opportunity to rearrange their date, subject to the agreement of the EPAO and the Independent End-
Point Assessor.

The maximum grade an apprentice can achieve when retaking any EPA is a pass.
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Citys¢

4  End-point Assessment Resources list G o
uilds

Resource required

Professional A suitable room for the professional discussion/interview to take place, large enough to
discussion accommodate all those involved.

supported by Seating area or room for any other apprentices to wait.

portfolio Access to water and cups.

evidence; work  Where applicable, internet access and suitable equipment for remote assessment as
based project outlined in the manual for EPA services.

interview

Practical The apprentice is observed during the course of their normal job role in their place of
observation work.

(with Q&As) During the practical observation the apprentice should have the opportunity, if

required, to move from one area/function of the business to another.

Level 3 Customer Service Specialist End-point Assessment - IEPAs pack (9494-12)
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5 End-point Assessment timeline

Time line

On-going prior to completion
(typically 15 months period on-
programme but no less than 12)

Activity

Employer

reviews progress and ensures Apprentices’
performance is on track as part of the regular
performance management system

identifies gaps and creates a plan for the end
assessment with the Apprentice.

Apprentice

completes the English and Maths components of the
Apprenticeship

must develop and maintain, within a portfolio,
examples of their work produced during on
programme

Gateway process

The Apprentice, line manager and provider review
progress and confirm that the apprentice is ready for
End-point Assessment.

The employer/training provider complete the
Gateway Declaration Form together with the work
based project proposal

Book End-point Assessment in line
with City& Guilds booking timelines

Employer/training provider:

makes End-point Assessment booking with City &
Guilds

submits the Gateway Declaration form, evidence of
Maths and English achievement at level 2 and the
work based project proposal

The IEPA provide feedback on work based proposal within 3
working days from receipt

Employer/training provider:

access feedback on work based proposal and
complete the project within 2 months from the start
of the End-point Assessment

submit the work based project and portfolio 2 weeks
prior to the interview and professional discussion

Completion of assessment tasks

Professional discussion, interview and practical observation

to be completed 3 months from the start of the End-point
Assessment period.
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Assessment 701/751 Professional Discussion

Assessment specification

Component jf Description Coverage Grading
number/
Task
701/751 Professional discussion on Knowledge: Business
portfolio knowledge and understanding
(Task1)

(PD1, PD2); Customer journey

knowledge (PD3, PD4); Knowing

your customers and their

needs/customer insight (PD5,

PD6); Customer service culture

and environment awareness P/D/X
(PD7);

Skills: Providing a positive
customer experience (PD8);

Behaviours: Develop self (PD9,
PD10); Ownership/responsibility
(PD11); Team working (PD12);
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Assessment 701/751 Professional Discussion
Task 1: instructions for independent end-point assessors

Apprentices will have developed and maintained throughout their apprenticeship a portfolio of
examples of their work. This portfolio will have been used by the apprentice to demonstrate to the
employer that they are ready for EPA. Some evidence (which has not been assessed by the [EPA) from
this portfolio will be used by the apprentice to support the professional discussion.

The apprentice will extract, from their portfolio, evidence which is suitable for supporting them in their
professional discussion.

Apprentices will submit the requested portfolio of evidence (minimum of 10 pieces of evidence to
a maximum of 15 pieces) which relate to the relevant criteria highlighted in the ‘Professional
Discussion grade descriptors’ table.

This could include the following, for example:
e witness statement(s)
e customer feedback such as emails or letters, survey, questionnaire
e manager feedback from one-to-one or similar
e reflective account(s)
e personal development plan
e continuous professional development log
e report onhow a complaint/complex issue was handled eg referral, escalations, complaint log
e presentation, for example of recommendations to colleagues, budget control, cost benefits
e Observation eg application of different approaches with customers

e service level agreement/limit of authority

The portfolio of evidence will be submitted to the EPAO two weeks prior to the professional discussion
date. This date will be agreed when the apprentice passes through Gateway process. This evidence is
not directly assessed, however it will be considered by the IEPA and used for planning of the
professional discussion.

Professional Discussion
The IEPA should take the following approach to prepare for the assessment of the Professional
Discussion.

Prior to the Professional Discussion
Prior to the Professional Discussion taking place the IEPA will:

e review the portfolio of evidence to plan the Professional Discussion
o identify topics that will be explored during the Professional Discussion
e compile discussion points to structure the Professional Discussion.
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Assessment Environment

The professional discussion can be either face-to-face or via online video- conference, if appropriate.
EPAO must ensure that it is conducted in a suitable controlled environment, which should be agreed
during the booking process with the EPA team. It is anticipated that EPAO will use the apprentice’s
employer’s premises, wherever possible, to minimise costs.

The IEPA may need to liaise with employer/training provider representatives to ensure that any
assessment takes place in appropriate surroundings which are free from distractions and interruptions.
This could include ensuring that appropriate signposting and other arrangements are in place that will
maintain a suitable environment throughout the duration of the assessment activity.

Time allowed for Professional Discussion
The Professional Discussion will last will last for 60 minutes (+/- 10%).

Introducing the Professional Discussion

It is important that the IEPA ensures that actions are taken to help put the apprentice at ease at the
beginning of the assessment. This is to enable an accurate assessment of the apprentice’s skills,
knowledge and behaviours by minimising the extent to which their performance may be hindered by
anxiety.

The IEPA should:

e introduce themselves and explain their role in the process

e summarise the purpose and structure of the professional discussion

e explain that the professional discussion will last 60 minutes (+/- 10%)

e have a clock/watch within view during the professional discussion to support you in staying on
track

e emphasise that the confidentiality of their professional discussion will be maintained

e ask the apprentice if they have any questions before beginning the professional discussion.

The IEPA should refer to ‘l[EPA Script for PD or Interview’ which is available from the Lead/Independent
End-point Assessor document library.

Prompting During a Professional Discussion

The Professional Discussion should feel as natural as possible, utilising open questions to allow the
apprentice to dominate the conversation. The use of prompting questions should be kept to a
minimum and only used where they will either:

e bring the Professional Discussion back on track when the apprentice is deviating from the required
subject to achieve a Pass. This can be done by asking the question again or rewording the
question.

o allow the apprentice to demonstrate deeper evidence that may lead to distinction. Additional
questions can be used when you feel a prompt would allow the apprentice to reach distinction
criteria.

The open questions should not provide any hint at the content required but rather guide the
apprentice to disseminate the evidence themselves independently.

Professional Discussion Topics

Each Professional Discussion should be individualised to the apprentice, however, it is important to
ensure that the apprentice is given the opportunity to provide all of the evidence required.
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Capturing evidence for the professional discussion supported by the portfolio of evidence

The IEPA should use the portfolio evidence reference form which can be found in the End-point
Assessment Recording Forms for centres/End-point Assessment customers/employers/
document to review the portfolio submitted by the apprentice prior to the professional discussion. The
IEPA should make notes of topics to be further explored to ensure full coverage of relevant criteria.

In addition the IEPA should use the professional discussion recording form which can be found in the
End-point Assessment Recording Forms for Independent End-point Assessors document to
record the apprentice responses during the professional discussion.

Assessment 701/751 Professional Discussion

Task 1: instructions for centres / End-point Assessment
customers/employers

Apprentices will have developed and maintained throughout their apprenticeship a portfolio of
examples of their work. This portfolio will have been used by the apprentice to demonstrate to the
employer that they are ready for EPA. Some evidence (which has not been assessed by the IEPA) from
this portfolio will be used by the apprentice to support the professional discussion.

The apprentice will extract, from their portfolio, evidence which is suitable for supporting them in their
professional discussion.

Apprentices will submit the requested portfolio of evidence (minimum of 10 pieces of evidence to
a maximum of 15 pieces) which relate to the relevant criteria highlighted in the ‘Professional
Discussion grade descriptors’ table.

This could include the following, for example:

e witness statement(s)

customer feedback such as emails or letters, survey, questionnaire

e manager feedback from one-to-one or similar

e reflective account(s)

e personal development plan

e continuous professional development log

e report onhow a complaint/complex issue was handled eg referral, escalations, complaint log
e presentation, for example of recommendations to colleagues, budget control, cost benefits
e observation eg application of different approaches with customers

e service level agreement/limit of authority

The portfolio of evidence will be submitted to the EPAO two weeks prior to the professional discussion
date. This date will be agreed when the apprentice passes through Gateway process. This evidence is
not directly assessed, however it will be considered by the IEPA and used for planning of the
professional discussion.
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Guidance on submitting evidence in a portfolio

The portfolio is a concise collection of the apprentice’s best pieces of evidence selected from the
breadth of available evidence. It efficiently demonstrates the apprentice’s performance in relation to
the specified criteria and showcases their highest quality work.

The IEPA uses it to familiarise themselves with the apprentice’s work in preparation for the professional
discussion, and the apprentice can use it to provide tangible evidence to support the professional
discussion.

Types of evidence

Ideally the evidence should be produced in electronic format, or scanned/ photographed to give a clear
electronic representation, as it must be submitted electronically for EPA.

The evidence in the portfolio must be chosen to provide valid evidence for the specified criteria being
assessed. It can be for example:

e Products - for instance

o Electronic documents such as customers feedback, complaint logs, reports, emails or
letters, survey, questionnaire etc

e Observation evidence — a statement from a suitably qualified person (eg tutor) describing the
apprentice’s performance in the workplace while carrying out naturally occurring activities.

e Reflective account —an account from the apprentice providing evidence of their thinking eg
their considerations of processes used; reasons for decisions made; evaluations and suggested
improvements to future practice.

e Witness testimony — evidence from a relevant witness giving their account of what the
apprentice has done in their job role. The witness can range from a manager to a customer.

All evidence must be of the apprentice’s own work and, for any team work, must clarify and focus only
on their contribution.

Where necessary, confidentiality and data protection requirements must be adhered to eg permissions
for use of video/images containing identifiable 3rd parties (eg customers), anonymising of
documentation and permissions obtained from customers when submitting documents relating to
them.

Selecting Evidence

Before selecting the evidence to form the portfolio, the apprentice should consider following:
e the criteria to be covered by the portfolio
e the type of evidence that can be presented (see above)
e the amount of evidence that should be presented

e the period of time from which the evidence should have originated (usually this will be towards
the end of the apprenticeship).

To assemble the portfolio, the apprentice should consider all the evidence they have available that
shows they have met the requirements being assessed. Evidence collected towards the end of their
apprenticeship programme, as they become independent in their work, is likely to provide the most
holistic evidence —ie covering a number of criteria at once. From this, they should select evidence that
most efficiently meets all the relevant criteria and which demonstrated their best performance.
While there may be some overlap between the evidence collected, multiple pieces of evidence
showing coverage of the same criteria should not normally be submitted for EPA.
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There are two questions that an apprentice should consider when selecting work to form their

portfolio:
1. Which pieces holistically (most efficiently) give evidence that together cover all of the relevant
criteria?

2. Isthis the best evidence | have, showing that | have met all of the requirements for the
distinction grade?

Confirming the evidence selection

When the apprentice has selected the evidence to form their portfolio, this must be reviewed by the
employer / training provider to ensure:

e all assessment requirements have been met;

e itisinline with any requirements relating to the type and amount of evidence required and
when the evidence should have originated;

e thereis no unnecessary duplication of evidence against the same criteria;

e the work selected represents the best evidence available in relation to the criteria
requirements for the professional discussion;

e the clarity of any images or scanned evidence is sufficient to determine the quality of the
original evidence;

e authenticity of evidence has been established.

Preparing evidence for submission

Evidence being uploaded for EPA must be presented as follows:

e each piece of evidence must have a header containing the name of the apprentice together
with the date the evidence was produced and an evidence reference number. It is good
practice, where possible, to add a handwritten/e-signature although this is not mandatory.

e each piece of evidence must be referenced to the criteria it is being submitted against on the
evidence reference form (found in the End-point assessment recording forms for Centres
/End-point Assessment customers/employers document)

This is to ensure that each piece of evidence is cross-referenced to each relevant criterion.

Presenting the evidence in this way also formally confirms that it is the apprentice’s own work.

City & Guilds have created a ‘portfolio checklist’ to help apprentices and centres ensure that all
relevant information is accounted for.

Portfolio checklist Tick when

confirmed

Is all evidence signed by the apprentice and dated? *
E-signatures are also acceptable

2. s all evidence valid, authentic, current and sufficient (VACS)?
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Portfolio checklist Tick when

confirmed

Does evidence clearly show it is the apprentice’s individual work (and if
3. involved in team work is it clear the specific contribution the apprentice
made)?
4. Does the evidence clearly demonstrate their relevant knowledge?

Have you used the evidence reference form? And has all evidence been
referenced?

6. Does it showcase the apprentice’s best pieces of work?
7. Is the majority of the evidence holistic in its nature?

Have you checked that you have not included any pieces of evidence that

< are duplicated or not relevant?

9 I there sufficient evidence to cover the whole of the criteria and grading
" descriptors that has been referenced to?

10 Are any witness testimonies or employer references tailored to the

apprentice?

11. Has any client/customer reference information been anonymised?

Have all external sources of information being appropriately documented
12. and referenced to the original source, showing clear understanding of how
they relate to the criteria?

Has the appropriate stakeholder(s) eg employer/training provider checked
13. whether the apprentice’s portfolio meets all the required criteria and grading
descriptors?

Reminder: You must upload the completed evidence reference form to the EPA portal in word format

* where witness testimonies are included as a piece of evidence these do not need to be signed by the
apprentice but instead must be signed/authenticated as outlined in the rest of the EPA pack

Assessment Environment
The professional discussion can be either face-to-face or via online video- conference, if appropriate.

EPAO must ensure that it is conducted in a suitable controlled environment, which should be agreed
during the booking process with the EPA team. It is anticipated that EPAO will use the apprentice’s
employer’s premises, wherever possible, to minimise costs.

It is the responsibility of the customer to ensure appropriate signposting and other arrangements are
in place to maintain a suitable environment throughout the duration of the assessment activity.

Time allowed for Professional Discussion
The Professional Discussion will last will last for 60 minutes (+/- 10%).
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Introducing the Professional Discussion

The IEPA will:

introduce themselves and explain their role in the process

summarise the purpose and structure of the professional discussion

explain that the professional discussion will last 60 minutes (+/- 10%)

have a clock/watch within view during the professional discussion to support you in staying on
track

emphasise that the confidentiality of their professional discussion will be maintained

ask the apprentice if they have any questions before beginning the professional discussion.

The IEPA will record the apprentice responses during the professional discussion.
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Assessment 701/751  Professional Discussion GUlIdS
Task 1: instructions for apprentices

You will have developed and maintained throughout your apprenticeship a portfolio of examples of
your work. You will use this portfolio to demonstrate to your employer/training provider that you are
ready for End-point Assessment. Some evidence (which has not been assessed by the Independent
End-point Assessor) from this portfolio will be used to support your professional discussion.

You will extract from your portfolio evidence which is suitable for supporting you in the professional
discussion.

You will submit the requested portfolio of evidence (minimum of 10 pieces of evidence to a
maximum of 15 pieces) which relate to the relevant criteria highlighted in the ‘Professional
Discussion grade descriptors’ table.

This could include the following, for example:
e witness statement(s)
e customer feedback such as emails or letters, survey, questionnaire
e manager feedback from one-to-one or similar
e reflective account(s)
e personal development plan
e continuous professional development log
e report on how you handled a complaint/complex issue eg referral, escalations, complaint log
e presentation, for example of recommendations to colleagues, budget control, cost benefits
e Observation eg application of different approaches with customers

e service level agreement/limit of authority

Your portfolio of evidence will be submitted to the EPAQ prior to the professional discussion date. This
date will be agreed when you pass through the Gateway process. This evidence is not directly
assessed, however it will be considered by the IEPA and used for planning of the professional
discussion.

Guidance on submitting evidence in a portfolio

The portfolio is a showcase of your best pieces of evidence, a concise collection of evidence selected
from the breadth of available evidence. It should efficiently demonstrate your performance in relation
to the specified criteria and showcases your highest quality work.

The portfolio is not directly assessed by the IEPA, but is used as the basis for the professional
discussion.

The IEPA uses it to familiarise themselves with your work in preparation for the professional discussion,
and you can use it to provide tangible evidence, against the relevant criteria during the professional
discussion.
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Types of evidence

Ideally the evidence should be produced in electronic format, or scanned/ photographed to give a clear
electronic representation, as it must be submitted electronically for EPA.

The evidence in the portfolio must be chosen to provide valid evidence for the specified criteria being
assessed. It can be for example:

e Products —for instance

o Electronic documents such as customers feedback, complaint logs, reports, emails or
letters, survey, questionnaire etc

e Observation evidence — a statement from a suitably qualified person (eg tutor) describing your
performance in the workplace while carrying out naturally occurring activities.

e Reflective account — your account that provides evidence of your thinking eg your
considerations of processes used; reasons for decisions made; evaluations and suggested
improvements to future practice.

e Witness testimony — evidence from a relevant witness giving their account of what you have
done in your job role. The witness can range from a manager to a customer.

All evidence must be your own work and, for any team work you must clarify and focus only on your
contribution.

Where necessary, confidentiality and data protection requirements must be adhered to eg permissions
for use of video/images containing identifiable 3rd parties (eg customers), anonymising of
documentation and permissions obtained from customers when submitting documents relating to
them.

Selecting Evidence

Before selecting the evidence to form the portfolio, you should consider following:
the criteria to be covered by the portfolio

e thetype of evidence that can be presented (see above)
e the amount of evidence that should be presented

e the period of time from which the evidence should have originated (usually this will be towards
the end of your apprenticeship).

To assemble the portfolio, you should consider all the evidence you have available that shows you have
met the requirements being assessed. Evidence collected towards the end of your apprenticeship
programme, as you become independent in your work, is likely to provide the most holistic evidence —
ie covering a number of criteria at once. From this, you should select evidence that most efficiently
meets all the relevant criteria and which demonstrated your best performance. While there may be
some overlap between the evidence collected, multiple pieces of evidence showing coverage of the
same criteria should not normally be submitted for EPA.

There are two questions that you should consider when selecting work to form your portfolio:
3. Which pieces holistically (most efficiently) give evidence that together cover all of the relevant
criteria?
4. Isthis the best evidence | have, showing that | have met all of the requirements for the
distinction grade?
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Confirming the evidence selection

When you have selected the evidence to form their portfolio, this must be reviewed by your employer /
training provider.

Preparing evidence for submission

Evidence being uploaded for EPA must be presented as follows:

e each piece of evidence must have a header containing your name together with the date the
evidence was produced and an evidence reference number. It is good practice, where
possible, to add a handwritten/e-signature although this is not mandatory.

e each piece of evidence must be referenced to the criteria it is being submitted against on the
evidence reference form (found in the End-point assessment recording forms for Centres
/End-point Assessment customers/employers document)

This is to ensure that each piece of evidence is cross-referenced to each relevant criterion.

Presenting the evidence in this way also formally confirms that it is your own work.

Assessment Environment
The professional discussion can be either face-to-face or via online video- conference, if appropriate.

It is anticipated that EPAO will use your employer’s premises, wherever possible, to minimise costs.

Time allowed for Professional Discussion
The Professional Discussion will last will last for 60 minutes (+/- 10%).

Introducing the Professional Discussion
The IEPA will:

e introduce themselves and explain their role in the process

e summarise the purpose and structure of the professional discussion
e explain that the professional discussion will last 60 minutes (+/- 10%)
[ )

have a clock/watch within view during the professional discussion to support you in staying on
track

e emphasise that the confidentiality of your professional discussion will be maintained
e askif you have any questions before beginning the professional discussion.

Professional Discussion
The IEPA will record your responses during the professional discussion.
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Assessment 701/751 Professional Discussion

Recording forms

All recording forms can be found in Assessment pack recording form documents that are available
in a word format. Please see below summary of the recording forms that are available for this

assessment.
Recording Purpose Who should Where Can it be found
form complete
Portfolio evidence TOr the apprentice to Apprentice/lEPA End-point Assessment
reference form map and reference all recording forms for
evidence submitted for centres/End-point
the portfolio; for the Assessment
I[EPA to make comments customers/Employers

in preparation for the
professional discussion

Professional To record apprentice’s [EPA End-point Assessment

Discussion responses for the recording forms for

recording form professional discussion; Independent End-point
To record notes and ASSessors

assessment decision for
the professional
discussion
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Level 3 Customer Service Specialist

Assessment 701/751 Professional Discussion grade descriptors table

Standard City & Assessment requirement
module Guilds Pass descriptors Distinction descriptors
Ref
Business PD1 Understand the impact your Evidences when they have analysed the
knowledge and sgrvice prov_isio_n has on the  Ability to describe their role in meeting their impo_rtance _of the_ir pr_ofessional image
understanding wider organisation and the organisation’s customer service standards and |and |t§ re!atlonshlp with the
value it adds its impact upon other departments_ organlsatlon’s brand.
PD2 Understand a range of Evidence of how they identify the different N/A
leadership styles and apply  types of leadership styles that work best in
them successfully in a their customer environment.

customer service
environment

Customer PD3 Understand the reasons why Understanding of why customer issues and N/A
journey customer issues and complex [complex situations sometimes need referral or
knowledge situations sometimes need escalation for specialist attention within their

referral or escalation for organisation.

SRR e Demonstrates responsibility and ownership in

resolving customer issues, by getting the right
people involved and delivering on promises, to
the satisfaction of the customer and their
organisation.

PD4 Understand commercial Ability to adhere to their organisation’s service N/A
factors and authority limits for (level agreement and demonstrates an
delivering the required awareness of the limit of their authority when
customer experience providing customer service.
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Knowing your PD5 Know your internal and Evidences knowledge of how their internal and N/A
customers and external customers and how external customers’ expectations can differ and
their their behaviour may require |how they would adapt their approach to meet
e different approaches from  |those expectations.
. you
Insight : ,
PD6 Understand what drives Demonstrates factors used to drive and
loyalty, retention and improve loyalty, retention and satisfaction of
satisfaction and how they  customers and the impact they have on the N/A
impact on your organisation S EIISEIEI:
Customer PD7 Understand how to find and Evidences knowledge of where different
service culture use industry best practice to sources of information on industry best
and_ enhance own knowledge practice can be found_ and used to improve
environment personal and professional development.
awareness Provides evidence to demonstrate how they N/A
have achieved learning and development
goals, identified in an agreed personal
development plan, in relation to their
knowledge and skills of customer service, in
the industry and best practice.
Providing a PD8 Demonstrate a cost- Demonstrates when they have balanced the
positive conscious mind-set when meeting of their customer and their
customer meeting customer and the organisation’s needs while showing they have N/A
experience considered cost implications.

business needs
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Develop self PD9 Proactively keep your Evidences knowledge of where different
service, industry and best sources of information on industry best
practice knowledge and practice can be founq and used to improve
skills up-to-date personal and professional development.
Provides evidence to demonstrate how they N/A
have achieved learning and development
goals, identified in an agreed personal
development plan, in relation to their
knowledge and skills of customer service, in
the industry and best practice.
PD10 Consider personal goals Provides evidence to demonstrate how they
related to service and take  have achieved learning and development Demonstrates how they evaluate and
action towards achieving goals, identified in an agrged persqnal review improvgments made to their own
Tr development plan,_ in relation to their o customer service to ensure a future-
knowledge and skills of customer service, in  [focused approach.
the industry and best practice.
Ownership / PD11 Make realistic promises and Demonstrates responsibility and ownership in
Responsibility deliver on them resolving customer issues, by getting the right
people involved and delivering on promises, to N/A
the satisfaction of the customer and their
organisation.
Team working PD12 Share knowledge and Demonstrate sharing own knowledge and

experience with others to
support colleague
development

experience with others, to support colleague
development.

Evidences when they have assessed
the impact of sharing their own
knowledge on:

a. their development
b. colleague development.
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Assessment 702/752  Work based project - interview

Assessment specification

Component jf Description Coverage

number/

Task

702/752 Work based project interview Knowledge: Business
knowledge and understanding

(Task 2) (WB1, WB2, WB3); Customer

journey knowledge (WB4, WB5);
Customer service culture and
environment awareness (WB6,
WB7)

Skills: Business focused service
delivery (WB8); Providing a
positive customer experience
(WB9); Working you're your
customers/ customer insights
(WB10, WB11); Service
improvement (WB12, WB13,
WB14)

P/D/X

Behaviours: N/A
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Assessment 702/752  Work based project - interview
Task 2: instructions for Independent End-point Assessors

Apprentices must submit a written report based on a project they will carry out over a two month
period following the Gateway and approval process.

The apprentice should discuss the subject of the project in advance with their employer/training
provider to confirm appropriateness for the business and is relevant to their role.

A proposal outlining the subject of the work based project should be submitted for approval as the
apprentice passes through the Gateway process. The proposal should give a brief outline of the project
and be no more than 500 words. The EPA team will notify the IEPA once the proposal has been
received. The IEPAs will review the suitability of the work based project proposal and record their
comments using the work based project proposal form, available in the ‘End-Point Assessment
Recording forms for centres / End-point Assessment customers/employers document.

The feedback will include the suitability of the project and if the proposal has given sufficient
information on whether or not the content is likely to cover all stated criteria. In the case where
insufficient content or detail has been given, the apprentice will be required to revise and resubmit the
proposal.

The IEPA will confirm the suitability of the project proposal with the EPA team who will inform the
customer of the outcome.

Once approved the apprentice has up to two months to complete the project and submit two weeks
prior to the work based project interview date previously agreed with the EPA team.

Note: The work-based project must be completed within 2 months from the start of the end-point
assessment period which commences at Gateway not after the project proposal has been approved. The
project must not be started until the project proposal has been approved by the IEPA.

Although there is flexibility in the order in which each assessment method is carried out, it is
recommended that the written work-based project -interview takes place before the professional
discussion (supported by the portfolio).

The work based project
The final written report on the project must be 2500 words (+/- 10%), excluding annexes.

The report should contain annexes that are attributable to the apprentice and the actions they took.
Example evidence could include mission statement, emails, letters, meeting notes, call logs, workflow
documents, feedback etc.

The final written project report should be a specific high-level challenge covering the following:

e theimpact of the organisation’s mission statement and business strategy on customer service
delivery

e roles/functions within the organisational structure and their influence on customer service
delivery

e Dbusiness processes that support the best outcome for customers and the organisation
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e importance of effective communication among functions/others in providing good customer
service.

e internal and external factors influencing the business environment and culture

e research and analysis of information about the types of customers the organisation has
e customer journeys and how these are managed to ensure successful outcomes

e evidence of customer feedback collected through a variety of methods and evaluation of how
the customer service delivery meets their potential needs and expectations

e use of the qualitative and quantitative customer experience data
e potential causes of service failure and the consequences of these

e recommendations for future improvement(s)to the customer service provision/ delivery to
include:

o the steps that would be required to implement change/improvement(s)
o how analysis of data has been used to inform recommendations

o show when and where there is input from others
O

the benefit this change/improvement(s) could have on the organisation and their own
role.

o consideration of current legislation, compliance and regulatory guidance
e how to communicate recommended change/improvement(s) to others

e evidence of when decisions and recommendations were made to improve own customer
service delivery.

The project should successfully demonstrate the required knowledge, skills and behaviours as listed in
the ‘Grading criteria’.

The IEPA will review the project report in preparation for the interview, identifying where appropriate
any supplementary questions that may need to be asked.

The IEPA must grade the work-based project and interview holistically as fail, pass or distinction using
the grading criteria. The apprentice’s responses in the interview will be assessed in addition to the
content of the work based project.

The work based interview
The interview will focus on the written work based project and any supporting annexes.

The apprentice will be asked 10 questions that will be selected by the IEPA from a bank of set
competency based questions which have been developed by the EPAO.

In line with best practice, but not mandatory, a representative from the organisation could also be
present but only to observe and they should not be involved in conducting the interview or grading
decision. Any recommendations made by the apprentice may not have been considered by the
organisation’s leaders and decision makers. Observing the interview may allow the organisation’s
representative to consider the implementation of real change/improvement(s) based on the
apprentice’s research, findings and recommendations.

Assessment environment
The interview can take place either face-to-face or via online video conferencing, if appropriate.

The customer must ensure that the interview is conducted in a suitable controlled environment
throughout the duration of the assessment activity. ie a quiet room, free from distraction and
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influence, appropriate signposting, with the necessary equipment for this assessment method. It is
anticipated the customer’s premises, wherever possible, will be used to minimise costs.

Introducing the work based project interview
The IEPA should:
e have a clock/watch within view during the interview to support them in staying on track
e introduce themselves and explain their role in the process
e summarise the purpose and structure of the interview
e explain that the interview will last 60 minutes (+/- 10%)
e emphasise that the confidentiality of the interview will be maintained
e ask the apprentice if they have any questions before beginning the interview.

Guidance when conducting the work based project interview

The interview must feel as natural as possible, focused and effective using the open questions listed in
the End-point Assessment Recording forms for Independent End-point Assessors, to allow the
apprentice to participate fully. Itis:

e essential to ask the 10 questions selected from the bank first
e important to remind the apprentice that when answering the questions, they must answer by

referring to the evidence provided in their work based project and associated evidence which
should assist them to expand their answers

e important to remind the apprentice that when answering the questions, they should provide
comprehensive answers and cover the thinking behind their decisions/actions and not just the
decisions/actions.

e important to bring the interview back on track when the apprentice is deviating from the
required subject. This can be done by asking the question again or rewording the question.

The IEPA must ensure that they do not inadvertently answer questions or provide hints or clues which
may lead the apprentice to answers.

Capturing additional evidence from the work based interview

The questions listed in the End-point Assessment Recording Forms for Independent End-point
Assessors document are set questions. 10 of these will be selected by the IEPA to be asked during the
interview. Please refer to the recording form mentioned above to log the responses.

Time allowed for work based project interview
The interview will last 60 minutes (+/- 10%).
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Assessment 702/752  Work Based Project - Interview

Task 2: instructions for centres / End-point Assessment
customers/employers

Apprentices must submit a written report based on a project they will carry out over a two month
period following the Gateway and approval process.

The apprentice should discuss the subject of the project in advance with their employer/training
provider to confirm appropriateness for the business and its relevance to their role.

A proposal outlining the subject of the work based project should be submitted for approval to the
EPAO as the apprentice passes through the Gateway process. The proposal should give a brief outline
of the project and be no more than 500 words. The EPA team will notify the IEPAs once the proposal
has been received. The IEPAs will review the suitability of the work based project proposal and record
their comments using the work based project proposal form, available in the ‘End-Point Assessment
Recording forms for centres / End-point Assessment Customers / Employers document.

The feedback will include the suitability of the project and if the proposal has given sufficient
information on whether or not the content is likely to cover all stated criteria. In the case where
insufficient content or detail has been given, the apprentice will be required to revise and resubmit the
proposal.

The EPA team will inform the customer of the suitability of project proposal. The employer/training

provider will ensure the apprentice has sufficient time and the necessary resources to review the
proposal (if applicable), plan and undertake the research and produce the written report.

Once approved the apprentice has up to two months to complete the project and submit two weeks
prior to the work based project interview date previously agreed with the EPA team.

Note: The work-based project must be completed within 2 months from the start of the end-point
assessment period which commences at Gateway not after the project proposal has been approved. The
project must not be started until the project proposal has been approved by the IEPA.

Although there is flexibility in the order in which each assessment method is carried out, it is
recommended that the work based project interview takes place before the professional discussion
(supported by the portfolio).

The work based project
The final written report on the project must be 2500 words (+/- 10%), excluding annexes.

The report should contain annexes that are attributable to the apprentice and the actions they took.
Example evidence could include mission statement, emails, letters, meeting notes, call logs, workflow
documents, feedback etc.

The final written project report should be a specific high-level challenge covering the following:

e theimpact of the organisation’s mission statement and business strategy on customer service
delivery

e roles/functions within the organisational structure and their influence on customer service
delivery

e Dbusiness processes that support the best outcome for customers and the organisation
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e importance of effective communication among functions/others in providing good customer
service.

e internal and external factors influencing the business environment and culture

e research and analysis of information about the types of customers the organisation has
e customer journeys and how these are managed to ensure successful outcomes

e evidence of customer feedback collected through a variety of methods and evaluation of how
the customer service delivery meets their potential needs and expectations

e use of the qualitative and quantitative customer experience data
e potential causes of service failure and the consequences of these

e recommendations for future improvement(s)to the customer service provision/ delivery to
include:

o the steps that would be required to implement change/improvement(s)
o how analysis of data has been used to inform recommendations

o show when and where there is input from others
O

the benefit this change/improvement(s) could have on the organisation and their own
role.

o consideration of current legislation, compliance and regulatory guidance
e how to communicate recommended change/improvement(s) to others

e evidence of when decisions and recommendations were made to improve own customer
service delivery.

The project should successfully demonstrate the required knowledge, skills and behaviours as listed in
the ‘Grading criteria’.

The work-based project and interview are holistically assessed as fail, pass or distinction as
per the grading criteria. The apprentice may be asked supplementary questions during the
interview. The apprentice’s responses in the interview will be assessed in addition to the
content of the work based project.

The work based interview
The interview will focus on the written work based project and any supporting annexes.

The apprentice will be asked 10 competency based questions by the IEPA. In addition, the apprentice
may be asked supplementary questions about the work based project. This is to ensure the apprentice
has the opportunity to demonstrate all the KSBs required by this assessment method.

In line with best practice, but not mandatory, a representative from the organisation could also be
present but only to observe and they should not be involved in conducting the interview or grading
decision. Any recommendations made by the apprentice may not have been considered by the
organisation’s leaders and decision makers. Observing the interview may allow the organisation’s
representative to consider the implementation of real change/improvement(s) based on the
apprentice’s research, findings and recommendations.

Assessment environment
The interview can take place either face-to-face or via online video conferencing, if appropriate. The
customer must ensure that the interview is conducted in a suitable controlled environment throughout
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the duration of the assessment activity. ie a quiet room, free from distraction and influence,
appropriate signposting, with the necessary equipment for this assessment method. It is anticipated
the customer’s premises, wherever possible, will be used to minimise costs.

Introducing the work based project interview
The IEPA will:

have a clock/watch within view during the interview to support them in staying on track
introduce themselves and explain their role in the process

summarise the purpose and structure of the interview

explain that the interview will last 60 minutes (+/- 10%)

emphasise that the confidentiality of the interview will be maintained

ask the apprentice if they have any questions before beginning the interview.

Time allowed for work based project interview
The interview will last 60 minutes (+/- 10%).
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Assessment 702/752  Work Based Project - Interview  GUilds
Task 2: instructions for apprentices

You must submit a written report based on a project you will carry out over a two month period
following the Gateway and approval process.

You should discuss the subject of the project in advance with your employer/training provider to
confirm appropriateness for the business and its relevance to your role.

A proposal outlining the subject of your work based project should be submitted for approval to the
End-point Assessment Organisation as you pass through the Gateway process. Your proposal should
give a brief outline of the project and be no more than 500 words. The Independent End-point
Assessor will review the suitability of your work based project proposal and record their comments.

You will be informed of the suitability of your project proposal. Once approved, you have up to two
months to complete the project and submit two weeks prior to the agreed interview date. Your
employer/training provider will ensure you have sufficient time and the necessary resources to plan
and undertake the research and produce your written report.

Note: The work-based project must be completed within 2 months from the start of the end-point
assessment period which commences at Gateway not after the project proposal has been approved. The
project must not be started until the project proposal has been approved by the IEPA.

Although there is flexibility in the order in which each assessment method is carried out, it is
recommended that the work based project interview takes place before the professional discussion
(supported by the portfolio).

The work based project
The final written report on your project must be 2500 words (+/- 10%), excluding annexes.

Your report should contain annexes that are attributable to you and your actions. Example evidence
could include mission statement, emails, letters, meeting notes, call logs, workflow documents,
feedback etc.

Your final written project report should be a specific high-level challenge covering the following:

e theimpact of the organisation’s mission statement and business strategy on customer service
delivery

e roles/functions within the organisational structure and their influence on customer service
delivery

e business processes that support the best outcome for customers and the organisation

e importance of effective communication among functions/others in providing good customer
service.

e internal and external factors influencing the business environment and culture
e research and analysis of information about the types of customers the organisation has
e customer journeys and how these are managed to ensure successful outcomes
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e evidence of customer feedback collected through a variety of methods and evaluation of how
the customer service delivery meets their potential needs and expectations

e use of the qualitative and quantitative customer experience data
e potential causes of service failure and the consequences of these

e recommendations for future improvement(s)to the customer service provision/ delivery to
include:

o the steps that would be required to implement change/improvement(s)

how analysis of data has been used to inform recommendations

show when and where there is input from others

the benefit this change/improvement(s) could have on the organisation and your role.

O O O O

consideration of current legislation, compliance and regulatory guidance
e how to communicate recommended change/improvement(s) to others

e evidence of when decisions and recommendations were made to improve your customer
service delivery.

Your project should successfully demonstrate the required knowledge, skills and behaviours as listed in
the ‘Grading criteria’.

Your work-based project and interview are holistically assessed by the IEPA as fail, pass or
distinction as per the grading criteria. You may be asked supplementary questions during the
interview. Your responses in the interview will be assessed in addition to the content of your
work based project.

The work based interview
The interview will focus on your written work based project and any supporting annexes.

You will be asked 10 competency based questions by the IEPA. In addition, you may be asked
supplementary questions about your work based project. This is to ensure you are given the
opportunity to demonstrate all the KSBs required by this assessment method.

In line with best practice, but not mandatory, a representative from the organisation could also be
present but only to observe. They should not be involved in conducting the interview or grading
decision. Any recommendations made by you may not have been considered by your organisation’s
leaders and decision makers. Observing the interview may allow your organisation’s representative to
consider the implementation of real change/improvement(s) based on your research, findings and
recommendations.

Assessment environment
The interview can take place either face-to-face or via online video conferencing, if appropriate.

Your employer/training provider must ensure that the interview is conducted in a suitable controlled
environment throughout the duration of the assessment activity. ie a quiet room, free from distraction
and influence, appropriate signposting, with the necessary equipment for this assessment method.

Introducing the work based project interview
The IEPA will:

e have a clock/watch within view during the interview to support you in staying on track
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e introduce themselves and explain their role in the process

e summarise the purpose and structure of the interview

e explain that the interview will last 60 minutes (+/- 10%)

e emphasise that the confidentiality of the interview will be maintained
e askyouif you have any questions before beginning the interview.

Time allowed for work based project interview
The interview will last 60 minutes (+/- 10%).
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Assessment 702/752

Recording forms

All recording forms can be found in Assessment pack recording form documents that are available

Work Based Project - interview

in a word format. Please see below summary of the recording forms that are available for this

apprenticeship.

Recording Purpose Who should Where Can it be found
form complete

Work based
project proposal

For the apprentice to
submit the proposal for
the work based project;
For the IEPA to comment
on suitability of the work
based project

Apprentice/IEPA

End-point Assessment
recording forms for
centres/End-point
Assessment
customers/Employers

Work based For the IEPA to review [EPA End-point Assessment
project — the work based project recording forms for
Interview in preparation for the Independent End-point
Recording form interview; To record As5es50rs

notes and assessment

decision for the work

based project interview
Interview For the IEPA to record IEPA End-point Assessment
questions apprentice’s responses recording forms for

recording form

during the interview

Independent End-point
Assessors
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Level 3 Customer Service Specialist

Assessment 702/752 Work based project interview grade descriptors table

Standard
module

Business
knowledge and
understanding

City & Assessment : T :
Guilds Ref requirement Pass descriptors Distinction descriptors

WB1 Understand your Evidence that they understand the impact of |Evidence to support their research and
organisation’s current the organisation’s mission statement and analysis of customer service standards
business strategy in business strategy on customer service delivery |and mission statements of other
relation to customers and |and make recommendations for future organisations, in comparison to their
make recommendation  |improvements. own organisations, to inform their
for its future. recommendations.

Ability to consider the possible impact
on their organisation of not considering
the future in decision-making.

WB2 Understand what Ability to recommend improvement to the Demonstrates an ability to identify
continuous improvement |customer service provision, the steps required |trends/recurring issues and analyse why
means in a service to implement this change and the benefit this |they occurred and record possible ways
environment and how change could have on the organisation and of addressing them to ensure they do
your recommendations  their own role. not reoccur.
for change impact your  pemonstrates how they communicate with
organisation customers, gaining full information on their

experience, and recommend improvements to
customer service delivery to others.
WB3 Understand the Ability to recommend improvement to the Ability to consider the possible impact

principles and benefits of
being able to think about
the future when taking
action or making service
related decisions

customer service provision, the steps required
to implement this change and the benefit this
change could have on the organisation and
their own role.

on their organisation of not considering
the future in decision-making.
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Customer WB4 Understand and critically Demonstrates an understanding of customer Demonstrates how knowing their
journey evaluate the possible journeys within their organisation and how customer and their needs has a
knowledge journeys of your these are managed to ensure successful direct impact on:
customers, including outcomes. a. their working practices
challenges and the end- b. organisational policy/procedures
to-end experience
WB5 Understand the An understanding of the underpinning Demonstrates how knowing their
underpinning business business processes that support them on customer and their needs has a
processes that support  |bringing about the best outcome for customers |direct impact on:
you in bringing about the |and their organisation. a. their working practices
best outcome for b. organisational policy/procedures
customers and your
organisation
Customer WB6 Understand your Ability to discuss the internal and external
z(ra;:jwce culture business environment ;icdtorslim;luencmg their business environment Ability to demonstrate the importance of
environment and culture and the culture. assessing the political, economic,
Eclicliiess o O'f cuslomer SUbEidS i g EISE LS, Zﬁi:?gntricem?;?gétegrzl t?]r;? influence the
service within it roles/functions within their organisational T ot o o e
structure and their influence in customer P 9 :
service delivery.
WB7 Understand your Evidences knowledge of the departmental

organisation structure
and what role each
department needs to
play in delivering
Customer Service and
what the consequences
are should things go
wrong

roles/functions within their organisational
structure and their influence in customer
service delivery.

Ability to identify potential causes of service
failure and the consequences of these.

Ability to identify and recognise when
problems reoccur and discuss these
reoccurring problems with others and
recommend appropriate change(s).
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Business
focused service
delivery

WB38

Demonstrate a
continuous
improvement and future
focussed approach to
customer service

Evidences when they made decisions and
recommendations to improve their own
customer service delivery.

. : . N/A

delivery including

decision making and

providing

recommendations

or advice
Providing a WB9 Explore and interpret the Demonstrates how they communicate with
positive customer experience to  customers, gaining full information on their
customer inform and influence experience, aqd rzccr_mmend in;provements to
experience achieving a positive customer service delivery to others. N/A

result for customer Evidence to show how they use the qualitative

ssilsEatsn anql quantitative customer experience data that

their organisation gathers.

Working with WB10 Proactively gather Provides evidence to show how they identify  |Provides evidence to show when they
your customers customer feedback, information which can be used by their analyse the risks and opportunities to
/ customer through a variety of organisation to provide customer insight and  |[implementing change.
insights methods. Ciritically identify how this information can be analysed,

analyse, and evaluate
the meaning, implication
and facts and act upon it

used and presented.

Evidences when they evaluated the
strengths and weaknesses of feedback
methods used and recommended
alternative methods likely to improve
results, stating reasons for choice.
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Evidences how they proactively seek and
gather customer feedback through a variety of
methods and evaluate this feedback to make
recommendations on possible improvements.

Evidence to show when they have
proactively gathered customer
feedback, through a variety of methods
and used alternative recommendations
to change the customer service level
agreement in order to provide an
improved setrvice.

WB11 Analyse your customer  |Provides evidence to show how they identify
types, to identify or information which can be used by their
anticipate their potential |organisation to provide customer insight and . .
needs and expectations |identify how this information can be analysed, DEmeislEiss hO\.N knowing their
when providing your used and presented. CLSOTEN and their needs has a
S direct impact on:
— : : a. their working practices
Ability to gather and analys_e mformatlpn about b. organisational policy / procedures
the types of customers their organisation has
and explain how the service they provide
meets their potential needs and expectations.
Service WB12 Analyse the end to end |Evidence of how they demonstrate the
improvement service experience, importance of effective communication among
seeking input from departments in providing good customer
others where required service.
supporting development N/A
of solutions
WB13 Make recommendations |Evidence to show how they use the qualitative

based on your findings to
enable improvement

and quantitative customer experience data that
their organisation gathers.

Evidences the way in which they analyse this
data to recommend continuous improvement,

Demonstrates an ability to identify
trends/recurring issues and analyse why
they occurred and record possible ways
of addressing them to ensure they do
not reoccur.
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showing when there is input from others where
required.

WB14

Make recommendations
and implement where
possible, changes in line
with new and relevant
legislation, regulations
and industry best
practice

Demonstrates how they take into consideration
current legislation, compliance and regulatory
guidance when making recommendations for
change.

Ability to demonstrate the importance of
assessing the political, economic,
social, technical, legal and
environmental factors that influence the
operation of their organisation.

Level 3 Customer Service Specialist End-point Assessment - IEPAs pack (9494-12)

49




50

Assessment 703/753

Assessment specification

Component | Description

703/753

Practical observation (with Q&As)

Coverage

Knowledge: Knowing your
customers and their
needs/customer insight (OB1,
OB2, OB3); Customer service
culture and environment
awareness (OB4)

Skills: Business focused service
delivery (OB5, OB6); Providing a
positive customer experience
(OB7, OB8, OB9, OB10, OB11);
Customer service performance
(OB12, OB13)

Behaviours: Ownership/
responsibility (OB14, OB15);
Team working (OB16, OB17);
Equality (OB18, OB19);
Presentation (OB20, OB21)

Practical observation (with Q&ASs)

Grading
P/D/X
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Assessment 703/753 Practical observation (with Q&AS)
Task 3: instructions for Independent End-point Assessors

The practical observation provides the opportunity for substantial synoptic assessment across the
standard and must include customer interaction. The apprentice must be observed, by an
independent assessor, undertaking a range of day to day workplace activities in the apprentice’s
workplace. The observation should involve activities which allow the apprentice to demonstrate
the full range of their Knowledge, Skills and Behaviours (KSBs) required.

During the practical observation the apprentice should have the opportunity, if required, to move
from one area/function of the business to another in order to best demonstrate how they have
applied their KSBs in a realistic work environment to achieve genuine and demanding work
objectives.

Each situation within the observation will be different but it is mandatory that the observation
covers the relevant criteria of the following as highlighted in the ‘Practical observation grade
descriptors table’ in this document:

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

e Dbusiness focused service delivery

e providing a positive customer experience

e customer service performance

e ownership/responsibility

e team working

e equality

e presentation

The practical observation must be carried out on a one-to-one basis with the IEPA and:
o reflect typical working conditions
o allow the apprentice to demonstrate interaction with at least three customer types

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

e Dbeintheright environment with enough space and resources for the apprentice to be able
to do their job.

e take a synoptic approach to assessment of overall competence.

The practical observation will be pre-planned and scheduled by the EPA team who will ensure the
customer has booked a suitable date and time for the practical observation and all parties are
aware of the location. The EPA team will notify the IEPA of all booking arrangements.

The apprentice must be given two weeks’ notice of the practical observation by the EPA team.

The practical observation can be before or after the work-based project. It is highly recommended that
the observation does not take place before the professional discussion (supported by the showcase
portfolio).
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During the practical observation the IEPA must complete the ‘Practical observation recording
form’ that is contained in the End-point Assessment recording forms for Independent End-
point Assessors document.

We recognise that some aspects of the standard may not happen during the practical observation.
Those areas of the standard which are not able to be evidenced during the observation will be
assessed subsequently as part of the Question & Answer session to be carried out directly after
the practical observation with the IEPA.

Standardised open questions will be available to the IEPA in the ‘Practical observation recording form’
to clarify knowledge and understanding is being applied. Supplementary open questions should be
devised by the IEPA to seek further clarification on aspects of the standard not observed in full during
the practical observation. Responses to supplementary questions should be captured on the same
form.

Assessment Environment
For the Question & Answer session, the customer is responsible for ensuring that this takes place in

appropriate surroundings which are free from distractions and interruptions.

Time allowed for Practical Observation and Questions & Answers
The practical observation and Questions & Answers are covered in one session, lasting 1 hour (+/- 10%).

The amount of questioning time carried out during this timescale should not exceed 15% of the total
time allowed ie maximum 10 minutes.

It is advisable to place a clock/watch within view during the interview to support the IEPA in staying on
track.

Assessment 703/753 Practical observation (with Q&As)

Task 3: instructions for centres / End-point Assessment
customers/employers

The practical observation provides the opportunity for substantial synoptic assessment across the
standard and must include customer interaction. The apprentice must be observed, by an
independent assessor, undertaking a range of day to day workplace activities in the apprentice’s
workplace. The observation should involve activities which allow the apprentice to demonstrate
the full range of their Knowledge, Skills and Behaviours (KSBs) required.

During the practical observation the apprentice should have the opportunity, if required, to move
from one area/function of the business to another in order to best demonstrate how they have
applied their KSBs in a realistic work environment to achieve genuine and demanding work
objectives.

Each situation within the observation will be different but it is mandatory that the observation
covers the relevant criteria of the following as highlighted in the ‘Practical observation grade
descriptors table’ in this document:

e knowing your customers and their needs/customer insight
e customer service culture and environment awareness
e Dbusiness focused service delivery

Level 3 Customer Service Specialist End-point Assessment - IEPAs Pack (9494-12)



e providing a positive customer experience
e customer service performance

e ownership/responsibility

e team working

e equality

e presentation

The practical observation must be carried out on a one-to-one basis with the IEPA and:
o reflect typical working conditions
e allow the apprentice to demonstrate interaction with at least three customer types

e beataday and time when the apprentice will have opportunities to handle a range of
customers and issues

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

e take a synoptic approach to assessment of overall competence.

The practical observation will be pre-planned and scheduled by the EPA team who will ensure the
customer has booked a suitable date and time for the practical observation and all parties are
aware of the location.

The apprentice must be given two weeks’ notice of the practical observation by the EPA team.

The practical observation can be before or after the work-based project. It is highly recommended that
the observation does not take place before the professional discussion (supported by the showcase
portfolio).

We recognise that some aspects of the standard may not happen during the practical observation.
Those areas of the standard which are not able to be evidenced during the observation will be
assessed subsequently as part of the Question & Answer session to be carried out directly after
the practical observation with the IEPA.

Supplementary open questions may be asked by the IEPA to seek further clarification on aspects of the
standard not observed in full during the practical observation.

Assessment Environment
For the Question & Answer session, the customer is responsible for ensuring that this takes place in

appropriate surroundings which are free from distractions and interruptions.

Time allowed for Practical Observation and Questions & Answers
The practical observation and Questions & Answers are covered in one session, lasting 1 hour +/- 10%).
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City&

Assessment 703/753  Practical observation (with Q&AGUiIS
Task 3: instructions for apprentices

The practical observation provides the opportunity for substantial synoptic assessment across the
standard and must include customer interaction. You will be observed undertaking a range of day to
day workplace activities in your workplace by a City & Guilds Independent End-point Assessor. The
observation should involve activities which allow you to demonstrate the full range of your Knowledge,
Skills and Behaviours (KSBs) required.

During the practical observation you should be able to move from one area/function of the
business to another. This is to allow you to demonstrate how you can apply your KSBs in a realistic
work environment to achieve genuine and demanding work objectives.

Each situation within your observation will be different but it is mandatory that it covers the
relevant criteria of the following, as highlighted in the ‘Practical observation grade descriptors
table’ in this document:

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

e business focused service delivery

e providing a positive customer experience

e customer service performance

e ownership/responsibility

e team working

o equality

e presentation

The practical observation must be carried out on a one-to-one basis with the IEPA and:
o reflect typical working conditions
¢ allow you to demonstrate interaction with at least three customer types

e Dbe atadayand time when you will have opportunities to handle a range of customers and
issues

e Dbeinthe right environment with enough space and resources to enable you to do your
job.
e take a synoptic approach to assessment of your overall competence.

You will be given two weeks’ notice of the practical observation prior to the End-point assessment
date.

The practical observation can take place before or after the work-based project. It is highly
recommended that the observation does not take place before the professional discussion (supported
by your showcase portfolio).

Some aspects of the standard may not happen during the practical observation. Those areas of
the standard which are not able to be evidenced during the observation will be assessed
subsequently as part of the Question & Answer session to be carried out directly after the
practical observation with the IEPA.

Supplementary open questions may be asked by the IEPA to seek further clarification on aspects of the
standard not observed in full during the practical observation.
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Assessment Environment
For the Question & Answer session, your employer is responsible for ensuring that this takes place in

appropriate surroundings which are free from distractions and interruptions.

Time allowed for Practical Observation and Questions & Answers
The practical observation and Questions & Answers are covered in one session, lasting 1 hour (+/- 10%).
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Assessment 703/753 Practical observation (with Q&AS)

Recording forms

All recording forms can be found in Assessment pack recording form documents that are available
in a word format. Please see below summary of the recording forms that are available for this

assessment.
Recording Purpose Who should Where Can it be found
form complete
Practical For the IEPA to complete I[EPA End-point Assessment
observation (with during the practical recording forms for
Q&As) recording observation, to record Independent End-point
notes and assessment Assessors

form
decisions for the

practical observation; to
record apprentice
response’s during Q&As
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Level 3 Customer Service Specialist

Assessment 703/753 Practical observation (with Q&As) grade descriptors table

Standard City &
module Guilds

Assessment requirement

Pass descriptors

Distinction descriptors

Ref

Knowing your OB1 How to analyse, use and present \Demonstrates how they analyse, use and present
customers and a range of information to provide a range of information in order to provide
their customer insight customer insight
needs/customer
insight
OB2 Understand different customer  |An ability to assess at least 3 different customer
types and the role of emotions in |types and their role of emotions in order to
bringing about a successful achieve a successful outcome for them.
outcome — - N/A
Ability to react appropriately to customer
emotions and bring about a successful outcome
for different customer types.
OB3 Understand how customer Evidences knowledge of how customer
expectations can differ between expectations can differ between cultures, ages
cultures, ages and social profiles \and social profiles.
Customer OoB4 Keep current, knowledge and Demonstrates an understanding of current
service culture understanding of regulatory legislation, compliance and regulatory guidance N/A
and environment considerations, drivers and and their impact on customer service delivery.
awareness impacts in relation to how you
deliver for customers
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Business OB5 Resolve complex issues by being \Demonstrates resolution of a range of complex
focused service able to choose from and customer service issues, explaining the approach N/A
delivery successfully apply a wide range  used and why, demonstrating accountability

of approaches throughout.

OB6 Find solutions that meet your An ability to assess situations and offer clear Demonstrates own communication with
organisation’s needs as well as  |explanations, options and solutions that balance |customers that ensures the best solution
the customer requirements customer and organisational requirements. to meet customer requirements and

organisational needs.
Providing a OB7 Through advanced questioning, |Demonstrates through advanced questioning, Demonstrates own communication with
positive listening and summarising listening and summarising, the negotiation of customers that ensures the best solution
customer negotiate mutually beneficial mutually beneficial outcomes. to meet customer requirements and
experience outcomes organisational needs.

OB8 Manage challenging and Demonstrates management of challenging and
complicated situations within complicated situations, balancing organisational |Demonstrates when they provided
your level of authority and make | needs and customer satisfaction. additional solutions to customers and
recommendations to enable and made recommendations based on their
deliver change to service or findings to enable improvement.
strategy

OB9 Use clear explanations, provide |An ability to assess situations and offer clear . ith
options and solutions to explanations, options and solutions that balance DS ENEE C) T IEIE) e
. L . customers that ensures the best solution
influence and help customers customer and organisational requirements. .

; to meet customer requirements and
make choices and agree next oroanisational needs
steps g '
OB10 Identify where highs and lows of Recognises when customer emotions have been

the customer journey produce a
range of emotions in the
customer

affected by the level of service offered.

N/A
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OB11 Use written and verbal Demonstrates how they adapt their
communication to simplify and  \communication style to clearly and concisely
provide complex information ina |communicate complex information to customers
way that supports positive to support positive outcomes. N/A
customer outcome in the
relevant format
Customer OB12 Maintain a positive relationship  Evidences when they have maintained a positive
service even when you are unable to relationship even when they are unable to deliver
performance deliver the customer’s expected |the customer’s expected outcome.
outcome
Evidences how they recognise when customer
expectations are not met and demonstrates how,
using appropriate communication techniques,
this could be managed to maintain a positive N/A
relationship.
OB13 When managing referrals or Demonstrates when and how historical
escalations take into account interactions, challenges and related information
historical interactions and are taken into account in determining the next
challenges to determine next steps, when managing referrals and escalations.
steps
Ownership / OB14 Personally commit to and take ~ Demonstrates identifying, negotiating and
Responsibility ownership for actions to resolve |agreeing appropriate options with customers,
customer issues to the making realistic commitments and delivering on
satisfaction of the customer and them in line with organisational policy and N/A
your organisation procedures.
OB15 Exercises proactivity and Shows proactivity and creativity when identifying
creativity when identifying solutions to customer and organisational issues.
solutions to customer and N/A

organisational issues
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Team working OB16 Work effectively and Demonstrates achievement of results through
collaboratively with colleagues  effective team work and collaboration with
at all levels to achieve results colleagues at all levels.
N/A
OoB17 Recognise colleagues as internal \Shows adaptability of own skills when working
customers with internal customers.
Equality OB18 Adopt a positive and Demonstrates adaptability and flexibility in
enthusiastic attitude being open |working towards meeting customer needs,
minded and able to tailor your supporting equality, diversity and inclusion in
service to each customer their customer service delivery.
OB19 | Be adaptable and flexible to your Demonstrates adaptability and flexibility in N/A
customer needs whilst working towards meeting customer needs,
continuing to work within the supporting equality, diversity and inclusion in
agreed customer service their customer service delivery.
environment
Presentation 0OB20 Demonstrate brand advocacy, Demonstrate brand advocacy, values and belief
values and belief when dealing  \when dealing with customer requests to build
with customer requests to build  trust, credibility and satisfaction. N/A
trust, credibility and satisfaction
OB21 Ensure your personal Evidence to show how their personal
presentation, in all forms of presentation made a positive impact on their
communication, reflects organisation’s brand. N/A

positively on your organisation’s
brand
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Level 3 Apprenticeship title
Determining apprenticeship assessment results

This is not a form but a visual aid to support IEPAs calculating the overall grade

Distinction criteria
(in addition to achieving

Component Task Pass criteria the pass criteria)
701/751 Professional discussion 100% of the standard must | 100% of the standard, where
be achieved at Pass relevant, must be achieved

at Distinction
702/752 Work based project interview 100% of the standard must ~ 100% of the standard, where

be achieved at Pass relevant, must be achieved

at Distinction
703/753 Practical observation (with 100% of the standard must | 100% of the standard, where
Q&AS) be achieved at Pass relevant, must be achieved

at Distinction

Component Grade achieved Overall Grade
701/751 Pass / distinction / fail
702/752 Pass / distinction / fail
703/753 Pass / distinction / fail

Pass / distinction / fail

All tasks must be passed to allow a grade to be claimed.

e Toachieve a pass an apprentice must achieve a pass in all three assessment methods. If any
of the three end-point assessments are not achieved, the apprentice would not achieve the
Apprenticeship overall.

e To achieve a distinction an apprentice must achieve a distinction in all three assessment
methods. If a pass is achieved in any one assessment and a distinction is achieved in the other
two, the apprentice would achieve a pass overall.

e Each of the assessment methods has its own criteria. To achieve a Pass, the apprentice must
achieve all pass criteria (100%) in each of the assessment methods.

e To achieve a Distinction, the apprentice must achieve all the pass criteria and achieve all
distinction criteria (100%) in each assessment methods.






Useful contacts

Centres E: centresupport@cityandguilds.com

Exam entries, Certificates,
Registrations/enrolment, Invoices, Missing
or late exam materials, Nominal roll reports,
Results

Learners E: learnersupport@cityandguilds.com
General qualification information

Other contacts W: www.cityandguilds.com/help/contact-us

For other contacts visit the Contact Us page
of our website



About City & Guilds

As the UK’s leading vocational education organisation, City & Guilds is leading the talent revolution
by inspiring people to unlock their potential and develop their skills. We offer over 500
qualifications across 28 industries through 8500 centres worldwide and award around two million
certificates every year. City & Guilds is recognised and respected by employers across the world
as a sign of quality and exceptional training.

City & Guilds Group

The City & Guilds Group operates from three major hubs: London (servicing Europe, the Caribbean
and Americas), Johannesburg (servicing Africa), and Singapore (servicing Asia, Australia and New
Zealand). The Group also includes the Institute of Leadership & Management (management and
leadership qualifications), City & Guilds Licence to Practice (land-based qualifications), the Centre
for Skills Development (CSD works to improve the policy and practice of vocational education and
training worldwide) and Learning Assistant (an online e-portfolio).

Copyright

The content of this document is, unless otherwise indicated, © The City and Guilds of London
Institute and may not be copied, reproduced or distributed without prior written consent.
However, approved City & Guilds centres and candidates studying for City & Guilds qualifications
may photocopy this document free of charge and/or include a PDF version of it on centre intranets
on the following conditions:

e centre staff may copy the material only for the purpose of teaching candidates working
towards a City & Guilds qualification, or for internal administration purposes

e candidates may copy the material only for their own use when working towards a City & Guilds
qualification

The Standard Copying Conditions (see the City & Guilds website) also apply.

Please note: National Occupational Standards are not © The City and Guilds of London Institute.
Please check the conditions upon which they may be copied with the relevant Sector Skills
Council.

Published by City & Guilds, a registered charity established to promote education and training

City & Guilds
1 Giltspur Street
London EC1A 9DD

www.cityandguilds.com



