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Assessment Summary  
 

The end-point assessment for Customer Service Practitioner is made up of 3 components:  

1. Apprentice showcase including a 30-minute interview 
2. 90-minute observation 
3. 1-hour professional discussion 

 
The professional discussion should follow the practical observation. 

As an employer/training provider, you should agree a plan and schedule with the apprentice 
to ensure all assessment components can be completed effectively. 

Each component of the end-point assessment will be assessed against the appropriate 
criteria laid out in this guide, which will be used to determine a grade for each individual 
component.  

 
Grading 
Apprentice showcase 
In order to achieve a pass in the apprentice showcase: 

• all pass criteria must be covered  
To achieve a distinction in the apprentice showcase: 

• all pass criteria and at least 7 out of 10 of the distinction criteria must be covered 
 

Practical observation 
In order to achieve a pass in the observation: 

• all pass criteria must be covered 
To achieve a distinction in the observation: 

• all pass criteria and at least 4 out of 5 distinction criteria must be covered 
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Professional discussion 
To achieve a pass in the professional discussion: 

• all pass criteria must be covered    
To achieve a distinction in the professional discussion: 

• all pass criteria and at least 3 out of 4 distinction criteria must be covered 
 

To achieve a distinction overall, a distinction must be achieved in all 3 assessment 
components. 
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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.  

If the apprentice fails the practical observation, Highfield will offer a resit of this assessment 
component to the apprentice along with an additional professional discussion follow up of 
30 minutes if a suitable situation to evidence the criteria did not occur. 
 
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. 
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Summary of end-point assessments 
 

Apprentice Showcase Practical Observation Professional Discussion 
The apprentice showcase 
enables apprentices to 
reflect and present 
examples of their 
development over the 
whole on-programme 
period.  
With guidance from the 
employer and/or training 
provider the apprentice will 
select appropriate evidence 
from the on-programme 
portfolio to demonstrate 
the minimum requirements 
of the standard at the final 
stage of the programme as 
an ‘apprentice showcase’. 
This will attest to 
professional competence at 
the level. 

 

The 90-minute practical 
observation will be pre-
planned and scheduled to 
when the apprentice will be 
in their normal place of 
work and will be carried out 
by the end-point assessor.  
 
The observation should 
enable the apprentice to 
evidence their skills, 
knowledge and behaviour 
from the following areas of 
the standard: presentation, 
equality, interpersonal skills, 
communication and 
personal organisation.  
 
Where it is not possible for 
the apprentice to evidence 
the criteria available due to 
a situation not arising, the 
criteria may be carried over 
to the professional 
discussion. Criteria cannot 
be carried over if they have 
been attempted but not 
passed. 

The professional discussion 
will be a structured 
discussion between the 
apprentice and the end-
point assessor, following the 
observation, to establish the 
apprentice’s understanding 
and application of 
knowledge, skills and 
behaviours. The 
professional discussion will 
need to take place in a 
controlled environment and 
should last for a maximum 
of one hour. It will be 
appropriately structured to 
draw out the best of the 
apprentice’s energy, 
enthusiasm, competence 
and excellence. 

The apprentice showcase, 
as agreed by the employer 
and apprentice with 
Highfield can be assessed 
remotely or face-to-face. It 
can be showcased by the 
apprentice by a virtual form 
of assessment such as 
through the submission of a 
report, or by delivery of a 
presentation to the 
Highfield end-point 
assessor. 
 

The observation must be 
carried out in one session, 
except in exceptional 
circumstances (such as a 
business operating different 
functions across 2 sites).  

The professional discussion 
may be conducted using 
technology such as video 
link, as long as fair 
assessment conditions can 
be maintained. Acceptable 
means of remote 
assessment include 
videoconferencing/video 
calling and must include a 
two-way visual and audio 
link. 
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All apprentices will be given 
the opportunity to expand 
on the criteria within an 
interview led by the end-
point assessor. This 
interview will last up to 30 
minutes and will provide the 
assessor with an 
opportunity to delve deeper 
into the learning and 
experience. This will also 
ensure the apprentice is 
given ample opportunity to 
evidence the required 
assessment criteria. 
 
If the apprentice is 
completing either a report 
or presentation, then any 
supporting evidence must 
be submitted in an 
additional appendix which 
does not count toward the 
overall word count. 

 

 

 

 

 


