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1 [bookmark: _Toc529198088]Introduction
[bookmark: _Toc529198089]What is in this document
Recording forms to be used by Centres / End-point Assessment Customers / Employers including:
Gateway declaration form 
Declaration of authentication – Portfolio of evidence
Portfolio evidence reference form
Work based project proposal
Declaration of authentication – Work based project 

This document must be used alongside the Assessment Pack for Centres / End-point Assessment Customers / Employers. 
[bookmark: _Toc529198090]How to use forms
Centres / End-point Assessment Customers / Employers / Training Providers must use the forms provided by City & Guilds in the format laid out in this document.
Gateway form
This must be completed with the Apprentice and submitted to City& Guilds as part of the end-point assessment booking process
Portfolio evidence reference form
In this form the evidence reference column should indicate the evidence reference number which should also be found on the header of the relevant piece of evidence. 

The evidence type column should indicate the type of evidence submitted, for example witness testimony. 

Note: The evidence reference form must to be uploaded as a word processing document. 
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[bookmark: _Toc529198092]End-Point Assessment Gateway Declaration form 
Please complete this form to confirm that all parties are satisfied that the apprentice has met the gateway requirements and can be put forward for end-point assessment (EPA) with City & Guilds.    

	Apprenticeship Standard
	
	Start date
	

	Apprentice
name
	
	Enrolment 
number
	



	Entry Requirement 
	Achieved (Yes/No)

	Level 2 maths (or equivalent) 
	

	Level 2 English (or equivalent) 
	


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. 

In addition the on programme portfolio of evidence must be ready for Gateway. 

Providers must submit evidence of achievement to us for each gateway requirement. It is the provider’s responsibility to keep auditable evidence of these requirements. Without appropriate evidence, we will not be able to complete your booking or carry out the EPA. Customers may still be charged.

	Any previous End-Point Assessments

	Has the apprentice taken any assessments as part of the EPA for this apprenticeship standard with any other EPA organisation?
	Yes/No

	If yes 

	Which EPA organisation was this?
	

	What was the date(s) of the EPA?
	

	What grade(s) was issued, eg fail/pass/merit/distinction?
	





Employer and provider declaration:

I confirm that the gateway meeting has been carried out to confirm that the apprentice: 

1. Has achieved all EPA gateway requirements as listed above and has the knowledge, skills and behaviours required by the apprenticeship standard and is eligible for EPA. 

2. Has been employed throughout their apprenticeship. 

3. Will have completed a minimum of 12 months and 1 day on-programme before the first EPA assessment with City & Guilds. 

	Employer
	
	Date
	

	Training Provider (if appropriate)
	
	Date
	



Apprentice declaration:

I confirm that I have gone through a gateway process to check that I am eligible for EPA. 

I give City & Guilds permission to apply to the ESFA and the Institute for Apprenticeships for the apprenticeship certificate on my behalf when I complete EPA

	Apprentice
	
	Date
	



Providers should submit the completed form to us through the EPA portal. Please refer to the Manual for the End-Point Assessment Service for details, including timeframes. 
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	Apprentice
	  
	Enrolment 
number
	



Apprentice declaration:
I confirm that all work submitted is my own, and that I have acknowledged any sources I have used.

	Apprentice
	
	Date
	



Line manager declaration:
I confirm that all work was conducted under conditions designed to assure the authenticity of the Apprentice’s work, and am satisfied that, to the best of my knowledge, the work produced is solely that of the apprentice

	Line manager
	
	Date
	



Training Provider declaration (if appropriate): 
I confirm that the evidenced presented by the Apprentice is ready for End-Point Assessment.  It is valid, authentic, reliable, current, and sufficient to meet the requirements of the relevant standard.

	Training Provider
	
	Date
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	Evidence reference form

	City &
Guilds Ref
	Pass criteria (for reference only) 
	Distinction criteria
(for reference only)
	Evidence type(s)
	Evidence reference
number(s)
	IEPA comments (in preparation for Professional Discussion) 
IEPA only

	

	Business Knowledge and Understanding
· Understand the impact your service provision has on the wider organisation and the value it adds
· Understand a range of leadership styles and apply them successfully in a customer service environment 


	PD1
	Ability to describe their role in meeting their organisation’s customer service standards and its impact upon other departments
	Evidences when they have analysed the importance of their professional image and its relationship with the organisation’s brand.
	
	
	

	 PD2
	Evidence of how they identify the different types of leadership styles that work best in their customer environment.
	N/A
	
	
	

	Customer journey knowledge
· Understand the reasons why customer issues and complex situations sometimes need referral or escalation for specialist attention
· Understand commercial factors and authority limits for delivering the required customer experience 

	PD3
	Understanding of why customer issues and complex situations sometimes need referral or escalation for specialist attention within their organisation
	








N/A
	
	
	 

	
	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
	Ability to adhere to their organisation’s service level agreement and demonstrates an awareness of the limit of their authority when providing customer service.
	N/A
	
	
	

	Knowing your customers and their needs/Customer Insight
· Know your internal and external customers and how their behaviour may require different approaches from you
· Understand what drives loyalty, retention and satisfaction and how they impact on your organisation

	PD5
	Evidences knowledge of how their internal and external customers’ expectations can differ and how they would adapt their approach to meet those expectations.
	N/A
	
	
	 

	PD6
	Demonstrates factors used to drive and improve loyalty, retention and satisfaction of customers and the impact they have on the organisation.
	N/A
	              
	
	

	Customer service culture and environment awareness 
Understand how to find and use industry best practice to enhance own knowledge  


	PD7
	Evidences knowledge of where different sources of information on industry best practice can be found and used to improve personal and professional development.
	





N/A
	
	
	

	
	Provides evidence to demonstrate how they 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 positive customer experience 
· Demonstrate a cost-conscious mind-set when meeting customer and the business needs  

	PD8
	Demonstrates when they have balanced the meeting of their customer and their organisation’s needs while showing they have considered cost implications.
	N/A
	
	
	

	Develop self
· Proactively keep your service, industry and best practice knowledge and skills up-to-date 
· Consider personal goals related to service and take action towards achieving them 


	PD9
	Evidences knowledge of where different sources of information on industry best practice can be found and used to improve personal and professional development.
	N/A
	
	
	

	PD10
	Provides evidence to demonstrate how they 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.
	Demonstrates how they evaluate and review improvements made to their own customer service to ensure a future-focused approach.
	
	
	

	Ownership / Responsibility  
· Make realistic promises and deliver on them 


	PD11
	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.
	N/A
	
	
	

	Team working
· Share knowledge and experience with others to support colleague development 


	PD12
	Demonstrate sharing own knowledge and 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 

	
	
	





[image: X:\G Drive\Marketing2\Brand\1.UK Rebrand\FINAL C&G LOGO\City & Guilds Logo\Print\Colour\CMYK\JPEG\C&G_Logo_CMYK.jpg]
Level 3 	Customer Service Specialist
[bookmark: _Toc518658966][bookmark: _Toc529198095][bookmark: _Toc471226833]Assessment 702/752: Work based project proposal
	Apprenticeship standard 
	Level 3 Customer Service Specialist 

	Apprentice Name
	
	Enrolment 
number
	




	Title and proposed content

	Note: Please ensure that this is a maximum of 500 words 

	












	IEPA feedback on suitability of proposed project (IEPA comments only)

	





















Employer and provider declaration:

I confirm that the project title and scope is appropriate for the business, it covers a specific high level challenge and it has been produced by the apprentice: 

	Employer
	
	Date
	







For City & Guilds use only - Project approval 


Approval of this project is agreed subject to the apprentice meeting the requirements of coverage of the KSBs assigned to this assessment method



[bookmark: _Hlk20229783]Approval of this project is rejected* on the basis that insufficient information was provided to show that coverage of the KSBs assigned to this assessment method could be met

*Please 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.   


	Independent End-point Assessor 
	
	Date
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	Apprentice
	  
	Enrolment 
number
	



Apprentice declaration:
I confirm that all work submitted is my own, and that I have acknowledged any sources I have used.

	Apprentice
	
	Date
	



Line manager declaration:
I confirm that all work was conducted under conditions designed to assure the authenticity of the Apprentice’s work, and am satisfied that, to the best of my knowledge, the work produced is solely that of the apprentice

	Line manager
	
	Date
	



Training Provider declaration (if appropriate): 
I confirm that the evidenced presented by the Apprentice is ready for End-Point Assessment.  It is valid, authentic, reliable, current, and sufficient to meet the requirements of the relevant standard.

	Training Provider
	
	Date
	




	

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