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Customer Service Practitioner   
Sector: Sales, marketing and procurement • Level: 2 • Duration: 12 Months • 
Funding Band: 6 • Maximum Funding: £4000 

Introduction 
The role of a Customer Service Practitioner is to deliver high quality products and services to the customers of 
their organisation. Your core responsibility will be to provide a quality service to customers which will be delivered 
from the workplace, digitally, or through going out into the customer’s own locality. These may be one-off or 
routine contacts and include dealing with orders, payments, offering advice, guidance and support, meet-and-
greet, sales, fixing problems, after care, service recovery or gaining insight through measuring customer 
satisfaction. You may be the first point of contact and work in any sector or organisation type. 

Entry requirements 
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 completion of their Apprenticeship. 
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NOCN Apprentice Assessment Services 

Independent End Point Assessment from NOCN 
Independent assessment ensures that all apprentices have the Knowledge, Skills and Behaviours detailed in the 
apprenticeship standard, ensuring consistency across the industry. NOCN is a leading Government approved, 
independent Apprenticeship Assessment Organisation (AAO), working with employers to ensure high quality, valid 
and robust End Point Assessment (EPA). NOCN is responsible for all aspects of the EPA, including the provision of an 
online assessment management system, assessment centre booking, workplace testing, online tests, expert End 
Point Assessors and final apprenticeship grading. For further information, visit the NOCN website: www.nocn.org.uk 

Knowledge, Skills and Behaviours 
The Customer Service Practitioner standard specifies a range of Knowledge, Skills and Behaviours that together 
form the core competencies of the role.  Apprentices are assessed by NOCN as the AAO, using different methods to 
demonstrate competence in the following areas:  

Areas of competence 
• Know your customers 
• Understand the organisation 
• Meet regulations and 

legislation 
• Systems and resources 
• Role and responsibility 

• Customer experience 
• Product and service 

knowledge 
• Interpersonal skills 
• Communication 
• Influencing skills 

• Personal organisation 
• Dealing with customer 

conflict and challenge 
• Develop self 
• Being open to 

feedback 

• Team working 
• Equality - treating all 

customers as individuals 
• Presentation - dress code, 

professional language 
• "Right first time" 

Apprentice journey 
Each apprentice will follow the same journey on this apprenticeship to EPA and beyond: 

On-Programme and Qualifications 
The ‘On-Programme’ period of learning, development and continuous assessment is managed by the employer, with 
the support of a Training Provider. The pace will be driven by individuals as well as by the breadth of experience an 
employer can offer prior to the minimum of 12 months after which EPA will take place.  Employers work closely with 
the Training Provider to plan and deliver support and training. This adds value to the employer as it centres on real 
work competencies demonstrated in a real work environment. To drive quality and consistency, employers may wish 
to consider the following; 

• Use of Performance Management processes to monitor apprentice progress, provide feedback and guide 
development.  

• Training Provider support, ensuring apprenticeship requirements are reflected in the above processes, and 
by filling any gaps through their work with apprentices.  

• Employers and Training Providers carry out regular reviews of progress, involving apprentices, Line Managers 
and others with a direct relationship, e.g. mentors, workplace coaches.  

• Apprentices develop and maintain examples of their work, covering the full standard e.g. in a Portfolio to be 
reviewed On-Programme at set intervals, for example at 3, 6 and 9 months. 

Assessment Gateway 
EPA is synoptic, taking place at the end of the apprentice’s learning and development, after a minimum 12 months 
On-Programme. The employer will formally sign-off that the apprentice has met the minimum requirements in 
regards to Knowledge, Skills and Behaviours within the standard and confirm they are ready to move on to the EPA. 
This happens during a meeting with the apprentice, Line Manager and Training provider.  

ON-PROGRAMME + 
QUALIFICATIONS 

ASSESSMENT 
GATEWAY 

END POINT 
ASSESSMENT 

GRADING + 
CERTIFICATION 

CAREER 
PROGRESSION 

http://www.nocn.org.uk/
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NOCN Apprentice Assessment Services 

End Point Assessment 
A formal meeting is convened between the appointed NOCN End Point Assessor, the apprentice, employer and 
Training Provider to plan and schedule the EPA. For this standard, the Apprentice is assessed using three 
complementary assessment methods. The EPA is synoptic - taking an overall view of the performance of the 
Apprentice in their job. The assessment activities are completed in the order shown in the table below. 

Grading  
The apprenticeship includes Pass and Distinction grades, applied at the end of the EPA, the final grade is based on 
performance in the Showcase, Practical Observation and Professional Discussion.  

• A Pass apprentice - competently performs role demonstrating application of the Knowledge, Skills and Behaviours 
against whole standard, in line with organisation and regulatory requirements, ensuring customer satisfaction. At a 
minimum they must meet all criteria. 

• A Distinction apprentice - in addition to meeting the Pass criteria, they will consistently perform above the required 
level for the role.  

Final grade based on final EPA. The apprentice must achieve minimum pass threshold in each EPA component and is 
awarded final grade based on the weighted average. 

EPA Method Weight Duration Pass Distinction 

Apprentice Showcase 65% After min. 12 months 100% Pass AND 70% Distinction criteria 
Practical Observation 20% Minimum of 1 hour 100% Pass AND 80% Distinction criteria 
Professional Discussion 15% 1 hour 100% Pass AND 77% Distinction criteria 

Resubmission and retakes - if any part of the EPA is not sufficient when first submitted, there will be an opportunity 
for resubmission. However, multiple assessment opportunities are not expected; all parties should be confident the 
apprentice is ready for EPA, with sufficient development and practice provided prior to a formal EPA re-take.  

Certification 
On successful completion, NOCN will issue the EPA Results Certification and apply to the issuing organisation to 
produce the Final Apprenticeship Certificate. 

The EPA process 
Apprentice Showcase  
• Compiled after 12 months on-programme learning.  

Enables apprentice to reflect and present examples of their development over the On-Programme period.  
• Guidance from employer and Training Provider  
• Apprentice selects appropriate evidence from the Portfolio to demonstrate the minimum requirements of the 

standard at the final stage of the programme as an ‘Apprentice Showcase’.  
• This attests to professional competence at the level 
 Practical Observation  
• Minimum 1 hour, pre-planned and scheduled when apprentice is in their normal place of work and will be carried 

out by Independent Assessor.  
• Enables apprentice to evidence Skills, Knowledge and Behaviour from across the standard to demonstrate 

genuine and demanding work objectives.  
• Each set situation is different e.g. handling a general enquiry, dealing with a customer complaint or a need for 

further information or detail.  
• Mandatory elements: presentation, equality, interpersonal skills, communication and personal organisation. 
• Areas not able to be evidenced during Observation will be discussed as part of Professional Discussion. 
 Professional Discussion  
• 1 hour meeting in a suitable environment 
• Structured discussion between apprentice and the Independent Assessor, following the Observation 
• Establishes apprentice’s understanding and application of Knowledge, Skills and Behaviours.  
• Against set criteria in Occupational Brief to ensure standardisation and consistency.  
• Structured to draw out the best of the apprentice’s energy, enthusiasm, competence and excellence. 
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NOCN Apprentice Assessment Services 

Career progression 
Suggested progression with his apprenticeship: 

 

 
NOCN Charges – fair and competitive 

• NOCN's assessment services are priced fairly and competitively 
• The Government advises that the cost of EPA should be no more than 20% of the total price of apprenticeship training 

and assessment 
• Allowing for variance across the range of standards, NOCN’s average rate for EPA is less than 12% 

EPA charges include:   
• NOCN charges a small registration fee at the start of the apprenticeship to cover administration and set up 
• The remaining fee is paid in advance of the scheduled EPA 
• Assessment charges are made for all assessments undertaken, no refunds given if the Apprentice fails or does not attend 

without due notice 
• Employers can come to an individual agreement for their employees with the Training Provider and NOCN  

(see below, flexible pricing) 
• Charges include Assessment Centre fees but exclude Certification and External Quality Assurance (EQA) fees as these are 

subject to change by external providers 
• EQA will be undertaken by an independent organisation 

Flexible pricing: 
• NOCN EPA charges are flexible and negotiable 
• Prices can be negotiated for factors such as the number of apprentices for assessment, assessment tools required, EPA 

location and delivery methods.  
• Speak to NOCN about your requirements 

Consultancy: 

NOCN provides commercial consultancy on a range of related areas: 

• Employing an apprentice 
• Using the Government’s online Apprenticeship Service 
• Setting up and organising company operations for apprenticeships 
• Designing assessment regimes 
• Becoming an Assessment Centre - organisations interested in becoming an NOCN Assessment Centre should get in touch 

to discuss commercial arrangements. NOCN will pay a fee per apprentice assessed at the right location with high quality 
resources. 

NOCN is a registered charity and VAT is not charged on any prices. 

For further information: 
For more information, prices and a no-obligation visit, please contact:  
 

• Darren Howells - NOCN Head of Account Management 
• Email: Darren.Howells@nocn.org.uk     
• Telephone: 0114 227 0500 
• Web: www.nocn.org.uk  

 

Customer Service Specialist L3 Customer Service Practitioner L2     

Team Leader 

Product Specialist 

Centre Manager 
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