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LEVEL 2 
CUSTOMER SERVICE 

PRACTITIONER 



The apprenticeship 
college 
At The Apprenticeship College, we are all about the learner! We break the mould of off the shelf 
programmes, as each apprenticeship is designed to ensure we meet both the business and 
learners’ needs and expectations. We aim to build trusted partnerships with our clients and 
become a key part of your training delivery and enhance the performance and capabilities of 
your people. 

We understand that employers have a choice in who they pick to deliver their apprenticeship 
training. That is why we to provide a training experience that is different, memorable and 
impactful. We don’t just use the same trainer to deliver an entire programme, but have different 
specialist trainers delivering our workshops because we feel our learners deserve the best. All of 
our trainers deliver commercial training and so our apprenticeship delivery is all at commercial 
quality. 

Theatre based learning forms a part of all of our programmes, the amount depends on the 
subject area. We use professional actors to deliver scenario based training. In a safe 
environment, learners are able to observe our actors recreate their world in front of their eyes 
and experience a situation bringing it to life. 

There are a number of principles that guide and govern how we design and deliver learning. We 
take time up front to understand current capability and experience, and tailor the experience to 
meet the development needs of each individual on the programme. 

The workshop experience will be delivered in a fun and creative way to build learner 
engagement, whilst also doing what it needs to do – building skills, knowledge and behaviours. 
The experiences will aim to meet all learning preferences, using a range of methods – face to 
face; live virtual, peer learning, to suit the topic, context and desired outcome. Every module, 
conversation and activity will aim to make a difference, have ‘real-world’ context and be 
immediately actionable back in the day job. 

Learners are supported at every stage of their journey – we want individuals to feel they can ask 
the questions and seek the help they need to get the results they want. We are proud to say that 
we have a 100% success rate at End Point Assessment, with 78% Distinction, 19% Merit and 3% 
Pass on our Management apprenticeships. 

“Trainers and coaching staff plan teaching carefully so that apprentices develop their 
skills in a logical sequence. They make activities interesting and stimulating so that 

apprentices can recall what they have learned.” – Ofsted 2020 

“Trainers, coaches and programme mentors are highly skilled and have the expertise to 
carry out their roles effectively. Managers provide relevant training so that staff improve 

their skills and the quality of their training.” – Ofsted 2020 

Excellent as always – Learner 2020 



CUSTOMER SERVICE 
PRACTITIONER 
Our Customer Service Practitioner apprenticeships is designed for employees in customer 
facing or public facing job roles. 

In Summary the Level 2 Customer Service Practitione programme covers: - 

• Knowing your Customer

• Understanding your Organisation

• Your Role and Responsibilities

• Personal Effectiveness and Communication Skills

• Customer Service Skills

The Programme has 4 parts to it: 

Masterclasses - Your programme will have a guest speaker who has worked their way up to 
the top of their industry - they will talk you through their career, describe the pitfalls of 
management and their successes and run a Q&A session 

Workshops - each workshop is delivered by an expert trainer in that subject matter. 

Theatre Based Learning - our trainer is joined by two of our actors to make the training session 
more fun and engaging. You will observe scenes taking place and comment on the impact. 

Skills Coaches - one of our Skills Coaches will support you throughout the programme. They 
are there to ensure you complete all assignments, answer any questions you might have 
about anything covered in the workshops and make sure you are ready at the end of the 
programme for your End Point Assessment (EPA) - more details on this will be given once you 
enrol onto the project. 

This pack gives you further information on each of the workshops in the programme and 
how long it will take you to complete 



COURSE 
SUMMARY 



CUSTOMER SERVICE 
PRACTITIONER 
LEVEL 2 

Duration: 13 months 

Masterclasses: 1 

Workshops: 8

Skills Coaching: 10

Supplementary Learning: Online 

Levy Funded Cost: £3,500 

Co – Funded Cost: £175 



CUSTOMER 
SERVICE 
PRACTITIONER 



INDUCTION & 
MASTERCLASS 
The first customer service practitioner is all about introducing you to the 
programme. We complete the formal enrolment paperwork, demonstrate 
the online learning environment, take you through the programme in detail 
giving an overview of each Masterclass, workshop and theatre-based 
learning session. You will also meet the skills coach that will be supporting 
you through out the programme and will begin to develop a personal 
development plan. 

You will take part in an inspirational masterclass about brands and the 
customer, with a particular focus on brand promise and
the impact of exceptional service.



MEDIA ENHANCED 
LEARNING 

PERSONAL EFFECTIVENESS & COMMUNICATION SKILLS
In this workshop, we’ll introduce you to time management and prioritisation techniques to 
increase your organisational skills and understand how to remain calm under pressure. We’ll 
explore communication style preferences and learn how they can be adapted to different 
customer situations for maximum effectiveness. You will begin to understand how verbal and 
non-verbal communication skills can be utilised in both customers facing and non-facing 
situations to manage expectations and ensure positive interactions 

CUSTOMER SERVICE SKILLS  
This theatre based learning session will reference the communication skills and customer 
knowledge learnt in previous workshops, and enable learners to use these, along with 
additional skills such as questioning, listening, rapport building and empathy to support 
excellent customer service interactions. We’ll explore how determining customer needs, 
utilising features and benefits and providing clear explanations and options create a 
customer focused experience. 

THEATRE BASED 
LEARNING 

HANDLING DIFFICULT COVERSATIONS & SELF DEVELOPMENT 
This Media Enhanced Learning (MEL) workshop enables apprentices to effectively handle 
challenging conversations using key communication skills and feedback techniques. It 
encourages apprentices to take ownership of keeping their service knowledge and skills up 
to date and consider personal goals and propose development that would help achieve 
them.



WORKSHOPS 
KNOWING YOUR CUSTOMERS 
In this workshop, we will explore who your customers are, the difference between 
internal and external customers, and understanding differing customer needs and 
priorities. We’ll also look at the systems, equipment and technology available to 
meet the needs of our different customers and understand the tools we use to 
monitor and measure customer service. 

UNDERSTANDING YOUR ORGANISATION 

This workshop gives you an overview of your business and its values, and the link 
between these and customer service. You will learn more about the business 
targets and goals that need to be delivered against. We’ll also look at relevant 
company policies, procedures and legislation that impacts the business. 

YOUR ROLE & RESPONSIBILITIES 
In this workshop, we will focus on your own role and related responsibilities and 
explore how this impacts the wider business, customers, and other employees. 
We will also look at the importance of understanding the products and 
services available to your customers, explore ways of keeping up to date with 
these and understand how this information can be used to support 
positive customer interactions. 

IT Session 1 

This This workshop Develops the skills required to make effective use of software 
for written correspondence, report writing, handling of business data and slide 
presentations. Covers MSWord and Powerpoint skills. This would all be delivered in 
accordance with DNA findings of in – house systems.

IT Session 2
Develop the skills required to make effective use of software for data lists 
(databases), data analysis, date/time data and financial information using MS Excel. 
Consolidate learning with post workshop tasks about finding and presenting business 
solutions. This would all be delivered in accordance with DNA findings of in – house 
systems.
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