
CUSTOMER SERVICE PRACTITIONER

A Cu�omer Service Pra�itioner Apprenticeship is the 
perfe� fir�-�ep into a business career.

Cu�omer Service Assi�ant
Cu�omer Service Advisor
Receptioni�
Help Desk Assi�ant
Front of House
Gue� Services Assi�ant

Suitable roles

Career progression
Increased earning potential
Recognised qualification
Job Security
Flexible learning

Benefits

Qualified Cu�omer Service Apprentices enhance your cu�omer experience, identify 
areas for improvement and improve cu�omer retention.

Business Admini�rator 
O�ce Admini�rator 
Team Leader
Admini�ration Coordinator
Cu�omer Experience 
Manager

Progression

Level 2
Duration: 15 months Learning Hours: 356



WHAT TO EXPECT

Showcase 
Portfolio

End Point 
Assessment

Practical 
Observation

Professional 
Discussion

Achievement

This course is delivered as a mixture of face-to-face and remote sessions with your dedicated Axia trainer. You will also 
benefit from Onefile, our online eportfolio system where you can access resources and create your online portfolio of work 
completed on the course. 
Below is an outline of what will be covered on the course

Induction
Programme; 
Policies; 
Safeguarding

Targets & Personal 
Development 
SMART Target Setting; 
Development Plans; 
Meeting Deadlines; 
Planning/Prioritisation 
of Objectives

Understanding the 
Organisation
Policies & Core 
Values of Customer 
Service; Brand Value; 
Organisational 
Culture;

Knowing Your 
Customers
Customer Types; 
Understanding 
Wants/Needs; 
Internal & External 
Customers

Systems, Resources 
& Monitoring Tools

Information Systems; 
Information Security; Data 

Retention; Measuring Tools

Teamworking
Working With Others; 

Sharing Best Practice; 
Interpersonal  & 

Negotiation Skills; 
Customer Referrals

Product/Service 
Knowledge

Features & Benefits of 
Organisations Products 

& Services

Communication
Types of Communication; Verbal 

& Non-Verbal Communication 
Skills; Listening Skills; Dealing 

with Customers Attitudes & 
Behaviours

Your Role & 
Image
Codes of Conduct; 
Professional Image; 
Positive Attitudes & 
Language

Feedback Methods; 
Formal & Informal;
Gathering Feedback

The Customer 
Experience
Build Trust; Establish Facts 
& Communication; Open & 
Probing Questions; Customer 
Experience Vision

Being open to 
Feedback

Customer Conflict
Consistent Complaint 
Handling; Managing 
Challenging Situations; 
Complaints Policies & 
Procedures

Regulations 
& Legislation
Health & Safety; 
GDPR; Equality; 
Industry 
Regulations




