
A Customer Service Practitioner Apprentice will gain 

knowledge and skills such as: 

• Who the customers are and the difference 

between internal and external customers. 

• How to answer customer support messages via 

telephone or Web. 

• How to build trust with customers and why this is 

important. 

• How to use a range of questioning skills, 

including listening and responding in a way that 

builds rapport, determines customer needs and 

expectations and achieves positive engagement 

and delivery. 

• How to accurately record and log customer 

interactions.  

• How to retrieve this information to create reports 

for management. 

• To understand different types of measurement 

and evaluation tools available to monitor 

customer service levels. 

• How to keep sensitive information and financial 

records private and confidential. 

• Understand the internal policies and procedures, 

including any complaints processes and digital 

media policies that are relevant to you and your 

organisation. 

• How to address customer questions about new 

products and services. 

• How to give feedback to help improve customer 

service culture, response times and improve staff 

experience. 

A B O U T 

W W W . N W E A T . C O . U K  

Connect with Us 

Apprentices will be required to have or achieve level 1 

English and Maths and to have taken level 2 English and 

Maths tests prior to completing End-Point Assessment. 

apprenticeship will take between 12-18 months to 

E N T R Y    
R E Q U I R E M E N T S 

• Customer Service Assistant 

• Call Centre Assistant 

• Bank Customer Service Assistant 

• Housing Customer Service Assistant 

• Insurance Customer Service Assistant 

• Financial Customer Service Assistant 

T Y P I C A L   J O B    
R O L E S 

• Your organisation’s core values and how they link 

to the service culture. 

• How to contribute to bottom lines sales by 

increasing customer satisfaction. 

C U S T O M E R   S E R V I C E 
P R A C T I T I O N E R 
L E V E L   2 

http://www.nweat.co.uk/
https://www.linkedin.com/in/nweat-ltd/
https://www.facebook.com/NWEATUK/


 

1. S C O P I N G    S E S S I O N 

We provide an initial scoping session, 

which includes everything from 

mapping the Job Role to the correct 

Level Apprenticeship, agreeing delivery 

programmes and helping employers 

understand the apprenticeship funding 

process. 

H O W   I T   W O R K S 

2. E N R O L M E N T 

We enrol/induct the learners and 

explain how a bespoke delivery plan, 

based on the requirements of the 

business, will work in practical terms. 

3. D E L I V E R Y 

Over the duration of the training we 

support the learners in the workplace 

with face to face and remote sessions. 

We also support the apprentices’ 

mentor and/or line manager’s 

involvement in overseeing the 

Apprenticeship training. 

4. A S S E S S M E N T 

We arrange all relevant End-Point 

Assessment and prepare the learner on 

what to expect during End-Point 

Assessment. 

5. C E R T I F I C A T I O N 

Following the successful completion of 

the training the learner receives their 

certification. 

W W W . N W E A T . C O . U K  

Call Us: 0151-526-4949 Email Us: info@nweat.co.uk 

D U R A T I O N : 1 5   M O N T H S 
For apprentice to complete. 

E P A   R E Q U I R E M E N T S 

At the end of an apprenticeship, learners are required to carry out End-Point Assessment.  

The EPA components for this standard are:  

Apprentice Showcase        Practical Observation        Professional Discussion  

http://www.nweat.co.uk/
mailto:info@nweat.co.uk

