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How to Use This EPA-Kit 
 

Welcome to the end-point assessment kit for the Highfield Level 2 End-point Assessment for 
Customer Service Practitioner Apprenticeship Standard. 
 
Highfield is an independent end-point assessment organisation that has been approved to 
offer and carry out the independent end-point assessments for the Level 2 Customer Service 
Practitioner Apprenticeship Standard. Highfield internally quality assures all end-point 
assessments in accordance with its IQA process, additionally all end-point assessments are 
externally quality assured by the relevant EQA organisation. 
 
This guide is designed to outline all you need to know about the end-point assessments for 
this standard and will also provide an overview of the on-programme delivery requirements. 
In addition, advice and guidance for trainers on how to prepare apprentices for the end-
point assessment is included. The approaches suggested are not the only way in which an 
apprentice may be prepared for their assessments, but trainers may find them helpful as a 
starting point. 
 
Highfield also offers the Highfield Customer Service Practitioner Apprenti-kit that is a 
comprehensive learning resource designed to be used on-programme. 
 
For more information, please go to: 
https://www.highfieldproducts.com/products/item/384/level-2-customer-service-
practitioner/ 
Please note that use of this kit is not a requirement for apprentices undertaking the 
customer service end-point assessment. 
 
 
Key facts 
 
Apprenticeship standard:  Customer Service Practitioner 
Level:  2 
On-programme duration: Minimum of 12 months 
Grading: Pass/distinction  
End-point assessment methods:  Apprentice showcase, practical observation, 

professional discussion 
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In this guide, you will find: 

 

• a section focused on delivery, where the standard and assessment criteria are 
presented in a suggested format that is suitable for delivery 

• guidance on how to prepare the apprentice for gateway 

• detailed information on which part of the standard is assessed by which 
assessment method 

•    a section focused on the end-point assessment method where the assessment 
criteria are presented in a format suitable for carrying out ‘mock’ assessments 

• suggestions on how to prepare the apprentice for each part of the end-point 
assessment 

• a practice test that you can use with apprentices 

• hints and tips on how your apprentice can get the best out of their end-point 
assessment 
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Introduction 
 

Standard overview  

 

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 high-quality 
service to customers that will be delivered from the workplace, digitally or through going to 
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, aftercare, 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.  
  
Your actions will influence the customer experience and their satisfaction with your 
organisation. You will demonstrate excellent customer service skills and behaviours as well as 
product and/or service knowledge when delivering to your customers. You provide service in 
line with the organisation’s customer service standards and strategy and within appropriate 
regulatory requirements. Your customer interactions may cover a wide range of situations 
and can include face-to-face, telephone, post, email, text and social media. 

 

On-programme requirements  

 

The period of learning, development and continuous assessment is managed by the 
employer, in most cases with the support of a training provider. The on-programme pace will 
be driven by individuals as well as by the breadth of experience an employer can offer. The 
whole programme will be completed in no less than 12 months. The apprentice may start the 
end-point assessment at the earliest after 12 months on-programme. 

 
In order to drive quality and consistency through on-programme learning employers may wish 
to consider the following: 

• use of their normal performance management processes to monitor the progress of 
the apprentice, provide feedback and guide development 

• provide support, ensuring the requirements of the apprenticeship standard are 
reflected in the above processes, and by filling any gaps through their work with 
apprentices 
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• carry out joint reviews of progress at regular intervals, involving apprentices, line 
managers and others with a direct relationship, e.g. mentors, workplace coaches, etc. 
They should agree how any issues are to be resolved together 

• apprentices may develop and maintain examples of their work throughout their 
apprenticeship that cover the full standard. This could be in the form of a portfolio or 
other tracking method to be reviewed on-programme at intervals agreed by the 
employer and training provider, for example, at 3, 6 and 9 months 
 

 

Additional, relevant on-programme qualification  

 

Highfield Level 2 Diploma in Customer Service Skills (RQF) is also available as an additional 
qualification that may be taken alongside the customer service practitioner apprenticeship 
while on-programme, if required. 

 

Readiness for end-point assessment  

 

In order for an apprentice to be ready for the end-point assessments:   

• the English and maths components of the apprenticeship must be successfully 
completed by the apprentice  

• the employer must be confident that the apprentice has developed all the knowledge, 
skills and behaviours defined in the apprenticeship standard. To ensure this, the 
apprentice must attend a formal meeting with their employer to complete the 
gateway readiness report 

• the apprentice and the employer should then engage with Highfield to agree a plan 
and schedule for each assessment activity to ensure all components can be completed 
within a 3-month end-assessment window. Further information about the gateway 
process is covered later in this guide 
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Order of end-point assessments  

 

The professional discussion should take place after the practical observation. 
The apprentice showcase can take place at any point during the end-point assessment period. 
 

Retake and resit information 

 

Should an apprentice fail 1 assessment activity on the first attempt, a resit should be 
scheduled as soon as the apprentice is ready, when practicable for the business and in line 
with the policies, practices and procedures of Highfield.  

The resit is normally expected to take place after all the required assessments have been 
taken and the individual assessment results and overall apprenticeship result has been given 
to the apprentice.  

Should an apprentice fail 2 or more activities, a period of further training and development 
lasting between 1 and 3 months must take place before a retake is scheduled. The decision 
on how much time is required is based on a discussion between the apprentice, their 
employer and end-point assessor.  

Apprentices cannot resit a pass grade in order to gain a distinction. 

 

 

 

 

 

 

 

 

 

 


