CUSTOMER SERVICE
Specialist Apprenticeship

All you need to know

Customer Service Specialist Apprenticeship
The main purpose of a customer service specialist
is to be a ‘professional’ for direct customer support
within all sectors and organisation types.
A customer service specialist is an advocate of
customer service and someone who acts as a referral
point for dealing with more complex or technical
customer requests, complaints, and queries. They are
often an escalation point for complicated or ongoing
customer problems. As an expert in the organisation’s
products and/or services, they share knowledge with
their wider team and colleagues. They also gather
and analyse data and customer information that

What’s Involved?
•
•
•
•
•
•
•

influences change and improvements in service.
A customer service specialist utilises both
organisational and generic IT systems to carry
out their role with an awareness of other digital
technologies. A customer services specialist works
in many types of environment including contact
centres, retail, webchat, service industry or any
customer service point.
Access Training will work with you to design a training
package covering all the essential skills, behaviours
and knowledge to provide a quality customer service
specialist.

Apprentices will gain a good understanding of the key
responsibilities and skills needed to work successfully in this role
including:

Business Knowledge and Understanding
Customer Journey knowledge
Knowing your customers and their needs/
Customer Insight
Customer service culture and environment
awareness
Business focused service delivery
Providing a positive customer experience
Working with your customers / customer insights

•
•
•
•
•
•
•

Customer service performance
Service improvement
Develop self
Ownership/ Responsibility
Team working
Presentation
• Maths and English Functional skills to level 2*

* If not already achieved

More about Apprenticeships
An Apprenticeships is a real job with an accompanying skills development programme. It is a way to earn
while they learn and gain valuable skills and knowledge in a specific job role.
They must spend at least 20% of their time on off-the-job training which will consist of a wide mix of
learning in the workplace, workshops, e-learning, mentoring, self-study and the opportunity to practise
new skills at work. Apprenticeships typically last between 12 – 24 months and our roll-on, roll-off model
means there is no waiting for course start dates.
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INITIAL
ASSESSMENT

LEARNING AND
DEVELOPMENT

GATEWAY

Access deliver
Matrix Standard
accredited
information,
advice and
guidance to
all potential
apprentices. We
use a skills analysis
to establish
current skills
and experience
to match the
programme to
your staff member.

Access work with
you to design the
Apprenticeship
programme
incorporating
on and off-thejob training. Our
qualified Trainer
Assessors use a
blended approach
of teaching, 1-1
sessions,
e-learning,
workshops and
coaching to deliver
the right skills and
knowledge.

Before moving to
End assessment
apprentices must
meet the gateway
requirements.
These may include
qualifications
as well as
confirmation
that the right
knowledge, skills
and behaviours
have been
developed.
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END POINT
ASSESSMENT

Your staff
members will
be assessed via
internal and/or
external quality
assurers to confirm
competence.
This may consist
of observations,
interviews,
presentations,
tests and work
evidence. This
will be arranged
ahead of time
with you and the
apprentice.

Contact us for more information:

STEP

6

COMPLETION &
CERTIFICATION

Upon successful
completion of
the end point
assessment your
staff will have fully
demonstrated
their competence
in the subject
area and be
awarded with their
Apprenticeship
certificate.

Tel: 0330 002 6266
Email: info@atem.co.uk

www.atem.co.uk

PROGRESSION

Discussions will
take place with
all apprentices to
help them plan
the next steps on
their career path.
Completion of the
Apprenticeship
can help
progression to
higher levels of
Apprenticeships,
further training
or promotion and
your business will
benefit from high
performing staff.

