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Customer Service Practitioner Level 2 - End-point Assessment 

Achievement of the apprenticeship will depend on apprentices successfully completing a number of assessment 
activities. The methods used will ensure that the apprentice is assessed across the whole of the published Customer 
Service Practitioner Standard.  

All candidates must participate in all elements of the End Point Assessment. The Independent End Point Assessment 
Organisation are responsible for quality assuring assessment outcomes at the End Point Assessment which consists 
of three elements. For each of the three elements, all (100%) pass criteria must be achieved to progress and complete 
the apprenticeship programme. For a distinction to be awarded, apprentices must also achieve a distinction in each 
assessment method. 

Assessment Gateway 

The end point assessment is synoptic and takes place at the end of the apprentice’s learning and development, after a 
minimum of 12 month’s on programme learning.  

The employer, and, if appropriate in conjunction with the Training Provider, 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 end assessment. This will happen during a meeting involving the apprentice, their line 
manager and the trainer.  
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End Point Assessment – Final Judgement  

The Independent Assessor will make the final judgement as to whether the apprentice has fully met the requirements 
of the Standard.  

The Independent Assessor will be from an organisation that is on the Register of Apprentice Assessment Organisations. 
It is expected that there will be a number of different organisations on the Register.  

 

End Point Assessment – Grading  

For each of the three assessment methods, all pass criteria (100%) must be achieved to progress and complete the 
apprenticeship programme. 

For a distinction to be awarded, apprentices must also achieve a distinction in each assessment method.  

Further Information 
For more information regarding this end-point assessment, please visit: 

https://www.instituteforapprenticeships.org/media/1166/customer_service_practitioner.pdf 

Assessment Method: Weighting Duration 
To Achieve a 
Pass 

To Achieve a Distinction 

Apprentice Showcase 65% 
After a min. of 12 months 
on-programme learning 

100% 
You must meet all of the pass 
criteria AND 70% of the distinc-
tion criteria 

Practical Observation 20% Minimum of 1 hour 100% 
You must meet all of the pass 
criteria AND 80% of the distinc-
tion criteria 

Professional Discussion 15% 1 hour 100% 
You must meet all of the pass 
criteria AND 75% of the distinc-
tion criteria 

If any part of the assessment is not sufficient when first submitted, there will be an opportunity for resubmission, or 
observation or professional discussion to be repeated. However, multiple assessment opportunities are not ex-
pected; all parties should be confident that the apprentice is ready to start the end point assessment with practice 
runs taking place before formal assessment is completed. Should the Apprentices fail any part of the end point as-
sessment further development must be provided prior to a re-take. If the apprentice re-sits with no additional 
learning the individual employer will be responsible for bearing the cost.  

The final grade will be based on the final end assessment. The apprentice must achieve the minimum pass thresh-
old in each of the end assessment components and will be awarded a final grade based on the weighted average of 
these end assessment components.  

https://www.instituteforapprenticeships.org/media/1166/customer_service_practitioner.pdf
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The End Point Assessment will Comprise: 

 

Apprentice Showcase 

The apprentice showcase is compiled after 12 months of on-programme learning. 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 apprentice showcase will be reviewed and assessed by the independent assessor. The evidence contained in the 
apprentice showcase will be assessed against the following areas of the standard:  

 Understanding the organisation  

 Meeting regulations and legislation  

 Systems and resources  

 Product and service knowledge  

 Influencing skills  

 Personal organisation  

 Dealing with customer conflict and challenge  

 Developing self  

 Being open to feedback  

 Team working  

 

Employers within the sector have strongly expressed that end point assessment methods should be flexible and where 
possible, delivered virtually due to the impact of demand fluctuation on the quality of customer service within the 
sector. The apprentice showcase, as agreed by the employer and apprentice with the assessment organisation, can 
therefore be assessed face to face or remotely. It can be showcased by the learner through the delivery of a 
presentation or by a virtual form of assessment such as submission of a report, storyboard, journal, etc., to the 
assessment organisation.  

The apprentice showcase will be assessed against an externally set brief, written by the assessment organisation, 
working with Employers and other stakeholders, as appropriate, to ensure consistency.  

It is expected that the externally set brief will include elements such as work-based evidence, including customer 
feedback, recordings, manager statements, and witness statements. It will also include evidence from others, such as 
mid-and-end of year performance reviews, and feedback. It is important to acknowledge that the employer and training 
provider will work together throughout the on-programme learning, ensuring all learning is consistently applied 
throughout the Apprenticeship and not just at the End Point Assessment or in the Apprentice Showcase.  

The apprentice will then present to the Independent Assessor to provide an opportunity for them to interview the 
apprentice and delve deeper in to the learning and experience. This is to ensure rigor, competence and independence.  
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The End Point Assessment will Comprise: 
 

Practical Observation & Professional Discussion  

The practical observation and professional discussion provides the opportunity for substantial synoptic assessment 
across the standard and must include customer interaction.  

Practical Observation  

The 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 Independent Assessor. The observation should enable the apprentice to evidence 
their skills, knowledge and behaviour from across the standard to demonstrate genuine and demanding work 
objectives.  

Each situation within the observation will be different. Examples are handling a general enquiry, dealing with a 
customer complaint or a need for further information or detail, but it is mandatory that the observation covers as a 
minimum: presentation, equality, interpersonal skills, communication and personal organisation. Those areas of the 
standard which are not able to be evidenced during the observation will be discussed subsequently as part of the 
professional discussion with the Independent Assessor.  

Professional Discussion  

The professional discussion will be a structured discussion between the apprentice and the Independent Assessor, 
following the observation, to establish the apprentice’s understanding and application of knowledge, skills and 
behaviours. This will need to take place in a suitable environment and should last for a maximum of one hour.  

The discussion will be against set criteria in the occupational brief to ensure standardisation and consistency. It will be 
appropriately structured to draw out the best of the apprentice’s energy, enthusiasm, competence and excellence.  

The purpose of the professional discussion is to:  

 Clarify any questions the IA has from their assessment of the learner journey and practical observation;  

 Confirm and validate judgements about the quality of work;  

 Explore aspects of the work, including how it was carried out, in more detail;  

 Discuss how the apprentice would behave in specific scenarios, should they not have occurred within the 
practical observation;  

 Ask questions in relation to personal development and reflection;  

 Provide a basis for the Independent Assessor to make a decision about the grade to be awarded.  

The Independent Assessor will plan the professional discussion in advance and in conjunction with the apprentice and 
employer. It will follow the occupational brief which will be subject to internal and external quality assurance, as 
described in section 9.  

The professional discussion will be graded by the Independent Assessor based on the standard and grading criteria. 
Final judgement and the overall grade for the apprenticeship will be made by the Independent Assessor following 
completion of both the practical observation and professional discussion.  

Further Information 
For more information regarding this end-point assessment, please visit: 

https://www.instituteforapprenticeships.org/media/1166/customer_service_practitioner.pdf 

https://www.instituteforapprenticeships.org/media/1166/customer_service_practitioner.pdf

