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The Customer Service Practitioner apprenticeship standard

Knowledge, skills 

and behaviours

• Apprentice showcase 

• Practical observation (one-

hour)

• Professional discussion 

(one-hour)

Initial

assessment

On-programme  

phase: on-the-job

and off-the-job

training

Gateway

employer

End-point

assessment

Completion  

and certification

Occupational

competence

Customer 

Service 

Practitioner 

Level 2

• Maths and English Level 1 

passed and Level 2 

attempted 

• Show evidence of the 

relevant knowledge, skills 

and behaviours as set out in 

the standard
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Knowledge

• Knowing your customers.

• Understanding the organisation.

• Meeting regulations and 

legislation.

• Systems and resources.

• Your role and responsibilities.

• Customer experience.

• Product and service knowledge.

Behaviours/attitude

• Developing self.

• Being open to feedback.

• Team working.

• Equality – treating all 
customers as individuals.

• Presentation – dress code, 
professional language.

• ‘Right first time’.

Customer Service Practitioner standard

Skills

• Interpersonal skills.

• Communication.

• Influencing skills.

• Personal organisation.

• Dealing with customer conflict 

and challenge.



Module Standard
What do I need to 

know?
Pass criteria

Distinction 

criteria

Method of 

assessment

Product and 

service 

knowledge.

1. Understand

the product or 

services that are 

available from 

your 

organisation and 

keep-up-to-date. 

1.1 What are your 

organisations products 

and/or services? 
Explain the difference 

between the features 

and benefits of 

products and/or 

services in relation to 

the organisation.

Explain why it’s 

important to 

update their 

knowledge on the 

organisation’s 

products and/or 

services.

Apprentice 

showcase.

1.2 What is the difference 

between providing a 

product and providing a 

service?

1.3 How do you update 

and maintain your 

knowledge of your 

organisations products 

and/or services? 

Describe how to 

maintain their 

knowledge of the 

organisation’s 

products and/or 

services.

Grading is covered in the occupational brief, for example:

Occupational brief
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Customer Service Practitioner standard

Knowledge Apprenticeship: what is 

required

City & Guilds qualification units and learning outcomes for 

the Level 2 Diploma in Customer Service (5530-02)

Product and 

service 

knowledge.

Understand the products 

or services that are 

available from your 

organisation and keep up 

to date.

201 – Deliver customer service.

LO1 – Understand customer service delivery.

LO3 – Be able to prepare to deal with customers.

210 – Promote additional products and/or services to customers.

LO1 – Understand the promotion of additional products and/or 

services to customers.

LO2 – Be able to promote additional products and/or services to 

customers.

The apprentice must understand the difference between providing 

a product and providing a service. They should also be able to 

explain why it is important to update their knowledge on the 

organisation's products and/or services.

Mapping to existing qualification.



Key documents for this standard

The Customer Service 

Practitioner apprenticeship 

standard

• Short, easy to understand 

document that describes the 

competencies required to 

undertake that occupation well.

• Designed by the employer 

group.

• Approved by IfA.

The assessment plan 

• Describes the apprentice 

journey and EPA for that 

particular apprenticeship 

standard.

• What will be assessed; how 

it will be assessed; who it 

will be assessed by.

The EPA customer pack

• Available to customers who have 

registered for Customer Service 

Practitioner EPA.

• Describes the EPA process in detail. 

• Contains the requirements to prepare 

for EPA.
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https://www.instituteforapprenticeships.org/apprenticeship-standards/customer-service-practitioner/
https://www.instituteforapprenticeships.org/media/1166/customer_service_practitioner.pdf


Off-the-job training, the vital 20%

Off-the-job training must be directly relevant to the apprenticeship standard and must take place within the apprentice’s 

normal working hours. It can include:

Teaching of theory - lectures Simulated exercises and 
role play

Attendance at competitions

Manufacturer training 

e.g. new equipment or 

technologies

Learning support provided by 
employer or the provider

Some online learning 
e.g. webinars or blended learning

Shadowing or being mentored Practical training Visiting the employer’s 
other departments

Time spent by the apprentice writing 
assessments/assignments

Industry visits or visiting other companies 
or suppliers
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Our offer designed around centres, employers and apprentices
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LEARNER 

JOURNEY

DESIGN

EMBEDDING 

ASSESSMENT

END-POINT 

ASSESSMENT

PREPARATION

TRACKING 

PROGRESS

Improving the delivery and success of your apprenticeships,

particularly when focused on:

• portability and visibility

• apprentice experience

• apprentice motivation.

End-point 

assessment 

preparation

Tracking 

progress
Embedding 

assessment

Apprentice

journey 

design
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Our blend of e-learning and core content covers:

Prevent British values 
Equality 

and 

diversity 

Health 

and 

safety

Essential content
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Apprentice 

journey 

design
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Apprenticeship training manual Apprentice 

journey 

design
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Apprenticeship training manual
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Tutor support in SmartScreen
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Apprentice 

journey 

design
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Enhanced SmartScreen 

City & Guilds: Transitioning to the new Customer Service Practitioner apprenticeship standard

Apprentice 

journey 

design



Get to gateway
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Get to gateway

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

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

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

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

14 June 2018Get to gateway



Structure and content

Get to gateway

Off-the-shelf learning and assessment content for selected apprenticeship 

standards covering knowledge, skills and behaviours. 

Use our “out of the box” resources and activities which are mapped to 

standards to teach skills and behaviours.
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Customer Service Practitioner  
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Customer Service Practitioner
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Content examples – online resources including videos
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Content examples – preparatory activities and case studies
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Roles

Administrators:

• create team members

• create learners

• create employer access

• run reports.

Assessors, tutors and internal quality assurers (IQAs):

• planning and guidance

• reviewing the completed tasks and giving feedback

• supporting the apprentice through the on-progamme phase.

Apprentices:

• access the learning content and complete their tasks

• record any off-the-job training.

14 June 2018Get to gateway



20% off-the-job
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• Apprentices and assessors can easily 

create contact diary entries and record 

their off-the-job training.

• Diary entries are date stamped and have 

the embedded electronic signature of 

the person who recorded the entry. 

Documents and evidence can be 

uploaded as part of the entry if required.

• A apprentice, employer or assessor could 

be asked to acknowledge the entry.

• Reports can be accessed by the 

employer, assessors and administrators 

on either individual apprentices or groups 

of apprentices.



Learner manager

14 June 2018Get to gateway

Unit status is easily 

reviewed and both the 

‘started’ and ‘completed 

progress’ bars will be 

visible.

Assessors can easily 

manage their caseloads 

with a quick overview of 

their apprentice’s portfolios.



Reporting

14 June 2018Get to gateway

Standard progress reporting 
will be available for assessors 
and administrators.

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

Achieve any time before EPA

On-programme assessment

Digital credentials 
Embedding 

assessment
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Level 2 Diploma for Customer Service Practitioners

Qualifications to support on-programme learning – now live 

• Level 2 Diploma for Customer Service Practitioners (2794).

• Mapped 100% to the Customer Service Practitioner standard.

• Mapping document available.

• Resources available on SmartScreen.

City & Guilds: Transitioning to the new Customer Service Practitioner apprenticeship standard

Embedding 

assessment
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New qualification – 2794 Level 2 Diploma for Customer 
Service Practitioners – mandatory

• Mapped to the standards.

• Pass/fail.

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

City & Guilds number Unit title GLH TQT

201 Developing self to achieve targets and goals 30 60

202 Recognition of regulations and legislation within own organisation 30 45

203 Principles of business 27 47

204 Contribute to a customer focused experience 38 68

205 Provide customer service 28 68

206 Manage customer expectations 28 68

Mandatory units – 201 to 206.



14 June 2018City & Guilds: Transitioning to the new Customer Service Practitioner apprenticeship standard

New qualification – 2794 Level 2 Diploma for Customer 
Service Practitioners – optional

City & Guilds number Unit title GLH TQT

207 Working in a sales environment 25 50

208 Working in an administrative environment 27 55

209 Working in a contact centre environment 25 53

210 Customer service principles (multi-choice test) 25 53

211 Working in a retail environment 22 52

212 Social media in a work environment 30 55

213 Fundamentals of marketing 26 52

Must complete 1 Optional Unit – 207 to 213.



Maths and English – what can we offer?

Qualifications

• Full suite of Functional Skills qualifications (3748).

• ‘Bite-sized’ maths qualifications (3847 and 3844).

• Can be used to support progression towards Functional Skills or GCSE.

Learning resources

• e-Functional Skills.

• Maths and English e-Toolkit.

• Functional Skills SmartScreen resources.

Workforce support 

• Qualifications for literacy and numeracy practitioners.

• Specialist support, especially with maths and English integration.
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Embedding 

assessment
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Embedding assessment and monitoring progress

with our e-portfolio  

Quality consultant (EQA)

Internal verifier

Assessor

Apprentices

Employer

Super user

Tracking 

progress



e-portfolio – embedded resources
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Your Learning Assistant licence lets you have access to some of the most popular City & Guilds 

apprenticeship training manuals for no additional charge. 

Tracking 

progress



EPA preparation tool – helping your apprentice calmly 
approach EPA
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EPA

preparation

Personalised to 

each apprentice 

with up to six 

hours of generic 

content per 

standard

Organised by 

assessment skills 

most relevant to the 

apprentice and to the 

standard

Useful and 

relevant learning 

resources

relevant to the 

standard and 

assessment 

method

Apprentices can  

gain confidence in 

areas like interviews, 

presentation skills, 

writing and exam 

revision
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Manual for City & Guilds and ILM EPA service.

Catch up on our recent webinar on the EPA booking 

process and support on assessment methods.

City & Guilds EPA service   

Smooth 

process 

with clear 

structure

Preparation to          

pass first time

Calibre and 

expertise of 

assessors

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


HI, BENJAMIN

AssessPreparation at the heart of our service

We can also support with subject specific on-programme learning. 

Find out more at https://www.cityandguilds.com/apprenticeships/on-

programme-learning.

Key document for centres/customers/employers for the planning 

and delivery of the apprenticeship.

It will include:

• the standard

• guidance on how to book EPA

• guidance on how to prepare for the showcase portfolio, 

practical observation and professional discussion and how 

they will be assessed – against relevant sections of the 

assessment methods and grading criteria (annex) 

• guidance on examples of possible evidence 

• separate pack with recording forms.

EPA customer 

packs for every 

standard 
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https://www.cityandguilds.com/apprenticeships/on-programme-learning
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Face-to-face at the employer’s premises. 

EPA for Customer Service Practitioner 

Apprentice showcase Practical observation Professional discussion

City & Guilds: Transitioning to the new Customer Service Practitioner apprenticeship standard

Submit on the 

EPA portal.



EPA and overall grading 
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Entry requirements for EPA

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

• Gateway can be triggered after 12 months of starting the apprenticeship.

• Complete gateway declaration form.

• Book EPA 60-90 days in advance of EPA taking place.

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

• set learning goals

• track apprentice progress

• create a forum for coaching and guidance

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



Our EPA service  

• Simple pricing – two charging points:

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

• balance – after assessor enters results.

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

• You’ll have received nearly all of your funding from employers by this point so helps cash flow.

• No hidden charges – includes any third-party fees related to external quality assurance. 

EPA registration fee EPA reservation request BalanceEPA event

£ £
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EPA exemplar material

Showcase 
portfolio 

Examples of 
evidence

Practical 
observation 

Guidance on a 
successful 
observation

Professional 
discussion 

Guidance on how to 
present and what is 

expected 

• Aimed at the assessor/tutor. 

• Easy to access. 

• Standard specific.  

• Best practice guidance for relevant EPA components.

Underpinned by overarching tutor notes to pull all the different elements together
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Results and resits  
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Booked through Walled Garden on a component by component

basis. City & Guilds reopens access for the apprentice’s EPA

portal record or gives them a resit course.
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If the apprentice passes, then we will issue a ‘Statement of 

Achievement’ to the customer.

We then claim the apprentice certificate from the Institute of 

Apprenticeships who in turn, post certificates to the employer.

If the apprentice fails, we will issue a formal notification and 

feedback to the customer on which areas were failed.



Join our assessor team: 

• For a list of standards that we’re recruiting in, visit our IEPA assessor page.  
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Our assessors

• We've recruited over 100 high-quality assessors across a range of

standards.

• Our assessors are industry experts.

• We train them to help apprentices feel relaxed and show their best in

assessment.

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

• EPA live.

• Skills-scan.

• Sample tasks and tutor resources.

• EPA exemplar pack.

• Network events.

• Webinars – modular.



Further support and events from us  
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Mandy.Slaney@cityandguilds.com

Dominic.Green@cityandguilds.com

Sign up for our new events and watch our 

pre-recorded webinars on EPA, funding, 

on-programme resources: 

https://www.cityandguilds.com/apprenticeship

s/events-and-webinars

Network events 

We are always looking for centres to help us 

host a network event. Please contact us if 

you’re interested.  

• Connect with 

Mandy on Linked 

in here.

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


Thank you

Customer queries

Please contact your local business manager.

General apprenticeship enquiries 

Please contact apprenticeships@cityandguilds.com.

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

For more information on the new standards, our learning 
resources (including demos), and how we can support your 
business: directsales@cityandguilds.com.
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mailto:apprenticeships@cityandguilds.com
http://www.cityandguilds.com/what-we-offer/centres/email-updates
mailto:directsales@cityandguilds.com


Any questions?
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