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/// thank you for all your help and motivation to
pass the apprenticeship. As a result I have just been
offered a new position in a senior management role.
The apprenticeship really helped me to get the job. /// 
Ayesha, The Royal Borough of Kensington and Chelsea

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 99% success rate at End 
Point Assessment, with 97% of our learners 
achieving a distinction or merit.
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Course Summary

/// 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

Level: 				    3

Duration: 			   13 months

Levy value:			   £4,000 

Co-funded value: 		  £200

Masterclasses: 		  1

Workshops: 			   8

Skills coaching: 		  Continuous

Supplementary learning: 	 online

Customer Service 
Specialist Overview
and Skills Developed

Our Customer Service Specialist 

apprenticeship is designed for employees in 

customer managing or supervisory job roles. 

In Summary the Level 3 Customer Service 

Specialist programme covers: - 

 • Improving Customer Service

 • Your Organisation

 • Problem Solving & Decision Making

 • Supporting Continuous Improvement

 • Advanced 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. 

Examples of Relevant job roles
• Lorem ipsum • Lorem ipsum • Lorem ipsum • Lorem ipsum 
• Lorem ipsum • Lorem ipsum • Lorem ipsum

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 brochure gives you further information on 

each of the workshops in the programme and 

how long it will take you to complete.
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Every apprenticeship programme 
we deliver can be facilitated via a 
blended approach – face to face 
and/or live-virtual delivery. Each 
workshop covers a specific topic 
area designed to build knowledge, 
develop key skills and behaviours 
needed towards end point 
assessment. Each workshop is 
designed carefully to enhance the 
capabilities of the learner and to 
be utilised as soon as they return 
to work. 

WORKSHOPS

FUNCTIONAL SKILLS

Learners will be supported by one 
of our Functional Skills Tutors who 
will ensure individuals are equipped 
to complete the English and Maths 
at the appropriate level.

NOTE: Full titles and workshop descriptions 
can be found on the following pages

PROGRESS REVIEWS are carried out 
every 12 weeks to assess progress and 
plan next steps

All of our learners are supported 
by a dedicated Skills Coach. They 
will support and guide learners 
through the learning journey. There 
will be a number of assessment 
tasks, activities and projects to be 
completed as part of the learning 
journey to ensure all knowledge, 
skills and behaviours are met for 
the apprenticeship standard. 

SKILLS Coaching

Skills Coaching

Session 3

Skills Coaching

Session 4

Skills Coaching

Session 10

Skills Coaching

Session 5

Workshop 7

Making recommendation 
& support continuous 

improvement

Skills Coaching

Session 9
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/// Their extraordinary set of 
skills, great knowledge and 
general approach of matters 
was shown throughout the whole 
session, respecting a long list of 
requirements and also keeping in 
mind the current situation that is 
affecting each individual - their 
professionalism is out of the box 
and spot on! 5***** /// LEARNER

INDUCTION & MASTERCLASS 
Our induction session introduces you 
to the programme in detail, giving an 
overview of each masterclass, workshop 
and theatre-based learning session. We’ll 
also demonstrate our online learning 
environment and you will meet the skills 
coach who supports you throughout 
the learning journey. This is followed 
by our first Masterclass “The impact of 
exceptional customer service”. 

WORKSHOP 1 
You, Your organisation & 
customer service
This first workshop explores your 
own roles within their organisation 
and how these contribute to excellent 
customer service. We’ll look at brand 
values, organisational structure and 
strategy, exploring how these and more 
commercial factors impact the service 
given to your customer.

WORKSHOP 4 
Problem solving & decision making
This session focuses on the 
improvement of customer service. 
We’ll look at customer insights, and 
explore drivers for loyalty, retention and 
satisfaction, then link these to common 
challenges and how we can maintain 
a customer focused approach when 
solving problems and decision making.

WORKSHOP 5 
Advanced customer service - Part 1
In this workshop we will begin to 
explore the skills required to deliver 
exceptional customer service at a 
specialist level. Focusing on supporting 
advanced written, verbal and non-verbal 
communication skills, we’ll look at how 
different leadership styles can be applied 
to customer service, and the importance 
of attitude and flexibility in providing a 
tailored approach which builds trust and 
maintains positive relationships.

WORKSHOP 2 
Understanding and relating to your 
customer - Part 1
In the first part of these two related 
sessions, we’ll analyse and identify 
customer types, both internal and 
external, looking at how to anticipate 
their potential needs and think about 
the different approaches and specialist 
attention required. We’ll also explore 
how customer expectations can differ 
and understand how we can ensure our 
service is inclusive.

 Workshop 3 THEATRE BASED LEARNING

Understanding and relating to 
your customer - Part 2
In part two, we’ll build on the areas 
covered in part one, exploring how 
emotions play an important part in 
successfully relating to our customers. 
Working with our actors, we’ll look at 
the highs and lows of the customer 
journey and how an understanding 
of emotional intelligence can support 
positive interactions along the way. 
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/// Jo, our Skills Coach, has done an excellent job. She 
looked after us very well during the course. She was 
always available to answer to our queries and provide 
additional information/explanation when needed. 
Jo also prepared us really well for the test and 
interview. /// Vasso, Learner Imperial College London

Customer Service Specialist Level 310 Customer Service Specialist Level 3

WORKSHOP 7
Making recommendation & support 
continuous improvement
This workshop pulls the programme 
content together and supports you 
to focus on methods to support 
the continuous improvement of 
customer service. We’ll look at 
how to gather customer feedback, 
critically analysing this to make 
recommendations in line with industry 
best practice and legislation.

WORKSHOP 8
Project planning & report writing
This session in particular supports you 
with the business project for end-
point assessment, which requires you 
to produce a report on a customer 
service related problem. In this 
session we’ll look at the basics of 
project planning and how to utilise 
project management tools to support 
the overall process. Your skills coaches 
will support with input around project 
ideas and report writing.

 Workshop 6 THEATRE BASED LEARNING

Advanced customer service 
 -Part 2
In this second session, we’ll build on 
the areas covered in part one, exploring 
how to use questioning and listening 
techniques to manage challenging 
and complicated customer situations. 
We’ll work with our actors to practice 
negotiation and influencing skills and 
look at how to effectively manage 
referrals and escalations to maintain a 
positive customer experience. 

End Point Assessment
Assessment method 1: 
Practical observation with Q&As.

Fail, Pass, Merit or Distinction

Assessment method 2: 
Work based project, supported by an interview.

Fail, Pass, Merit or Distinction

Assessment method 3: 
Professional discussion supported by 
portfolio evidence.

Fail, Pass, Merit or Distinction
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