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Level 2 Customer Service 
Practitioner Apprenticeship

Introduction to Customer Service Practitioner Apprenticeship 

Who is the Level 2 Customer Service Practitioner? 
apprenticeship for?

The Customer Service Practitioner Level 2 Apprenticeship aims to 

develop knowledge and understanding of the principles of effective customer 

service and develop the practical skills required to support the customer service 

environment. It aims to equip individuals with the skills and behaviours of excellent 

customer service and provide apprentices with a recognised qualification to recognise 

commitment to quality and exceptional client care. 

This apprenticeship has been designed to provide access to development opportunities 

for a wide a range of individuals. This includes individuals those who are at the start 

of their career in Customer Service and who are looking to climb their career ladder, 

developing, and progressing with their work.

The role will involve demonstrating delivering high quality products and services to 

the customers of the organisation. The core responsibility will be to provide excellent  

service to customers, which will be delivered from the workplace, digitally, or on 

customer premises Activities that we expect a customer service apprentices to be 

involved in include dealing with orders, payments, offering advice, guidance, and 

support, meet-and-greet, sales, fixing problems, after care, service recovery and 

measuring customer satisfaction. 

All apprenticeships are now based around a set of industry standards. These standards are 

concerned with the knowledge skills and behaviours that learners will need to demonstrate 

they have achieved, by the end of the apprenticeship programme.

To demonstrate this standard, we recommend apprentices complete the Level 2 Customer 

Service Practitioner Apprenticeship. They will undertake professional discussions, practical 

observations and compile a portfolio of evidence that showcases their achievements and 

demonstrate they have achieved Level 1 Functional skills at Maths and English.
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What is the length of the apprenticeship program?
This apprenticeship is delivered over 15 months, with a minimum of 12 months on 

programme delivery allowing 3 months for End Point Assessment.



Program Delivery

We deliver this program using a variety of support and delivery mechanisms and will include:

• Workshops – classroom-based training plus remote-based learning – a true blended approach.  

   Workshops can be delivered in the workplace where there is a requirement to train multiple  

   learners or as part of an open cohort at a regional location

• Tutorials and one to ones with a Dutton Fisher Mentor/Coach

• Regular meetings with a Dutton Fisher mentor to discuss progress and continuous professional  

   development

• Additional learning and training arranged by the employer: this may include job shadowing/in  

   house training courses relevant to the apprenticeship standards

We identify key milestones throughout the learner journey and each 

apprentice will be assigned a Coach/Mentor from Dutton Fisher 

Associates who will support them from commencement of the 

programme all the way through to End Point Assessment (EPA). They 

will support apprentices in meeting these milestones and getting 

to EPA and help them to apply their learning into their day-to-day 

work activities. They will be a qualified trainer and have considerable 

experience of Customer Service Practitioner apprenticeships.
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Support with your Apprenticeship

Journey to Success: Progressing through Gateway to End Point Assessment

To pass through Gateway, apprentices will need to:

•  Achieve Level 1 Functional Skills Maths and English

•  Satisfy their Dutton Fisher mentor and organisation that they are competent  

   across all standards relating to skills, knowledge, and behaviours of the  

   Customer Service Practitioner apprenticeship standards and that the quality  

   of their portfolio of evidence meets the standards of the apprenticeship

•  Submit a portfolio of evidence that demonstrates their competency across all  

   the apprenticeship standards 

Once these requirements are met, we will apply to the End point Assessment 

Organisation (EPAO) for apprentices to progress through Gateway to End Point 

Assessment (EPA). 

End Point Assessment: this is where the apprenticeship work will 
be assessed and graded by the Independent End Point Assessment 
Organisation (EPAO)

End Point Assessment is formally assessed by the End Point Assessment 

Organisation as part of the End Point Assessment process and not by Dutton 

Fisher Associates. For Customer Service Practitioner (Level 2) the EPA consists of:

•  Professional Discussion

•  Apprentice showcase of evidence

•  Practical Observation
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