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Apprenticeship Programme Plan
Customer Service Practitioner
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Steps To Success Journey
First Six Weeks
Overview
Apprentices complete their induction, set learning goals, and gain a clear understanding of their apprenticeship journey.
Deadline 
Week 6
Key Tasks
· Complete induction modules (including functional skills expectations, safeguarding, Prevent, British Values).
· Complete Cognassist assessment.
· Skills Scan and Recognised Prior Learning (RPL).
· Create Individual Training Plan including personal SWOT and career goals.
· Agree off-the-job training plan.
· OneFile login and training on journals, OTJ logging, reflective practice.


Safeguarding Journey
Weeks 7 – 10
Overview
Apprentices gain essential safeguarding knowledge and understand their responsibilities.
Deadline
Week 10
Key Tasks
· Complete safeguarding training modules
· Prevent introduction

Programme Structure & Sessions
	Timeframes
	Session Title
	Objectives
	Assessment Method
	Submission Deadline
	Off-The-Job Activity

	Week 1
	Induction 
	· Understand the role of an apprentice and portfolio building.

· Introduction to English & Maths expectations.

· Off-the-Job explained.

· OneFile login and steps to success.
· Complete Individual Training Plan 

· Complete Cognassist assessment.

	· Steps to Success record via OneFile
· Individual Training Plan & SWOT.
· Cognassist report.
· Skills scan completion.

	 6 weeks. 
	· Complete induction modules (including functional skills expectations, safeguarding, Prevent, British Values) 

· Complete Cognassist assessment 

· Skills Scan and Recognised Prior Learning

· Create Individual Training Plan including personal SWOT and career goals 

· OneFile login and training on journals, OTJ logging, reflective practice 


	2-4 weeks
	Planning meeting
	· Review skills scan and identify RPL.
· Confirm off-the-job training hours.
· Additional Learning Support plan (if required).
· Confirm session dates and functional skills needs.


	· record via OneFile e-portfolio system. 
· Off-the-job training plan.
· ALS plan if applicable.

	4 weeks. 
	· Read your safeguarding and whistleblowing policies and procedures.

· Researching role expectations online 

· Completing skills reflection exercises

	
	
	
	
	
	Recommended off the job 23.2 hours

	4-6 weeks
	Orientation session
	· Using OneFile journals and OTJ logging.
· Accessibility functions, gap analysis.
· Career Information, Advice & Guidance (CIAG).
· Microsoft Teams functions.

	Reflective journal on policies and learning tools.

	2 weeks
	
· Practicing Microsoft Teams features

· Logging OTJ hours and completing reflective journals 


	Month 2-9

	Core Session 1 – Understand the Organisation

	Explore mission, values, structure, departments.
Impact of organisational values on customer service.
Research competitors.

	Discussion, Written Assignments, PowerPoint Presentation, Reflection, Workbooks, Professional Discussion.
	4 weeks
	· Shadow a senior manager or department head to understand their role in the organisation.

· Conduct interviews with team members from different departments to learn about their functions and how they contribute to overall business goals.


	
	
	
	
	
	Recommended off the job 23.2 hours


	Month 2-9

	Core Session 2 – Your Role & Responsibilities

	Understand key duties and expectations in role.
Strengths and development areas.
Role-play scenarios on prioritising tasks & difficult customers.

	Discussion, Written Assignments, PowerPoint Presentation, Reflection, Workbooks, Professional Discussion.
	4 Weeks 
	· Participate in cross-functional meetings to gain insight into how your role impacts other departments.

· Review and update your job description in collaboration with your line manager to ensure it accurately reflects your current responsibilities and development goals.


	
	
	
	
	
	Recommended off the job 23.2 hours 


	Month 2-9

	Core Session 3 – Knowing Your Customers

	Different customer types and needs.
Equality and diversity considerations.
Role-play adapting service to different customers.

	Discussion, Written Assignments, PowerPoint Presentation, Reflection, Workbooks, Professional Discussion.
	4 weeks 
	· Assist with managing customer feedback channels (e.g., social media, feedback forms) and collate feedback for analysis.

· Shadow a customer service manager during a meeting to discuss customer satisfaction metrics and action plans.

· Participate in customer-facing roles, such as handling inquiries or complaints, to gain a deeper understanding of customer needs and expectations.


	
	
	
	
	
	Recommended off the job 23.2 hours


	Month 2-9

	Core Session 4 – Meeting Regulations & Legislation
 
	Data protection, consumer rights, H&S, organisational policies.
Create compliance checklist.

	Discussion, Written Assignments, PowerPoint Presentation, Reflection, Workbooks, Professional Discussion.
	4 weeks
	Policy Review Task
· Read and summarise the NHS Trust’s policies on Data Protection, Confidentiality, Equality & Diversity, and Health & Safety.
· Write a short reflective journal on how these policies affect their role (e.g. handling patient data at reception, supporting patients with additional needs).
Shadowing/Observation Activity
· Shadow a senior colleague while they deal with a situation where your organisation policy or legislation must be followed (e.g. dealing with an aggressive customer or patient following Health & Safety procedures or explaining confidentiality rules to a customer/ patient).
· Write a short log of what was observed and what was learned.


	
	
	
	
	
	Recommended off the job 23.2 hours


	Month 2-9

	Core Session 5 – Communication

	Verbal and non-verbal communication.
Active listening, feedback, conflict resolution.
Draft internal communications.

	Discussion, Written Assignments, PowerPoint Presentation, Reflection, Workbooks, Professional Discussion.
	4 Weeks 
	· Draft internal communications, such as emails or memos, to inform team members about updates or changes.

· Take responsibility for a customer service channel (like email or social media) for a day and respond to all inquiries.

· Organise and lead a team meeting to discuss a particular customer service challenge or initiative.


	
	
	
	
	
	Recommended off the job 23.2 hours


	Month 2-9

	Core Session 6 – Product & Service Knowledge / Systems & Resources

	Develop knowledge of products, services, and workplace systems.
Troubleshoot system issues.
Product demonstrations.

	Discussion, Written Assignments, PowerPoint Presentation, Reflection, Workbooks, Professional Discussion.
	4 weeks 
	· Use any of the company systems such as appointment system (e.g. RIO or other booking software) in a practice session with their manager, learning how to book, amend, or cancel appointments.
· Log the learning and write a reflection on how accuracy impacts customer/patient care.

· Spend time exploring workplace resources such as phone systems, printing/scanning equipment, and internal staff directories.
· Complete a short checklist or reflective note on how each resource supports customer service.


	
	
	
	
	
	Recommended off the job 23.2 hours


	Month 9
	Career Development & Support

	Career Information, Advice & Guidance 


	completed at 75% progress

Formal Progress Reviews: every 10 weeks

1-to-1 Coaching: every 4–6 weeks (more if needed)

	
	· Industry webinars or podcasts – pick one that’s about service innovation, digital tools, or handling customers with additional needs, then reflect on what you’ve learned.


	Month 10
	Mock End point assessment  (EPA)
	· Observation of practice in the workplace.
· Professional discussion.
· Showcase presentation or Report

	Mock assessments & feedback
	4 Weeks 
	·  Mini-research project – survey colleagues about what “great customer service” means to them, then pull the insights into a short report.
Reflection log, improvements plan.


	
	
	· 
	
	
	Recommended off the job 23.2 hours


	Month 11
	EPA Preparation Session 2
	· Observation of practice in the workplace.
· Professional discussion.
· Showcase presentation or Report
· Present project to coach
· Feedback with line manager

	Mock assessments, Portfolio review
	2 weeks
	Present showcase presentation for feedback

· Job shadowing – spend a few hours with a colleague in another department (sales, complaints, tech support). You’ll see how service links across the business.
· Mystery shopping/competitor review – analyse how another organisation delivers customer service and compare it with your workplace.



	
	
	· 
	
	
	Recommended off the job 23.2 hours


	Month 12
	Gateway Meeting
	· Final review of portfolio evidence.
· Functional skills achieved.
· Sign Gateway documentation.

	Sign-off with coach & manager 
	N/A
	· Customer journey mapping – take one of your company’s services and sketch the steps a customer goes through, spotting where things can be smoother. It’s a good project piece.
· Peer mentoring – share your own tips with new starters or apprentices and keep a short log of how teaching others deepens your own knowledge.
EPA readiness checks

	
	
	
	
	
	Recommended off the job 23.2 hours


	Month 12 - 15
	End Point Assessment (EPA)

	· Showcase Report or Showcase Presentation + 30-min interview
· 90-min Observation of practice
· 60-min Professional Discussion

	· Showcase Report or Showcase Presentation + 30-min interview
· 90-min Observation of practice
· 60-min Professional Discussion

	NA 
	N/A

	
	
	
	
	
	Total off the job hours= 278



Career Development & Support
Career Information, Advice and Guidance Assessment
Completed when apprentice reaches 75% progress on their e-portfolio.
Formal Progress Reviews
Every 10 – 12  weeks with line manager, apprentice and coach.
1-2-1 Coaching Sessions
Every 4-6 weeks (frequency increases for additional support needs).

Key Contacts & Support
· Safeguarding Contact
· General Support
· Complaints & Concerns
· Learner Portal
· Session Cancellations

Progression & Additional Notes
Completing the Customer Service Practitioner Level 2 apprenticeship gives learners a solid foundation in providing high-quality service to customers, handling queries, and working effectively as part of a team. These are skills that are highly valued across all sectors, including healthcare, retail, hospitality, finance, local government, and education.
Many apprentices use this programme as a first step into a career within customer service, with opportunities to progress into more senior front-line roles such as senior receptionist, customer service supervisor, or contact centre team leader, depending on the organisation.
Learners who enjoy supporting colleagues and developing others may also move into mentoring roles, helping new staff or apprentices to understand policies, systems, and ways of working. Strong communication and problem-solving skills gained on the programme can also support progression into areas like administration, HR support, or patient liaison.
The natural next step for many learners is to progress onto the Business Administrator Level 3 apprenticeship, or other Level 3 qualifications that fit their career goals. 
By completing this apprenticeship, learners not only gain technical skills but also develop confidence, resilience, and adaptability – all of which are transferable and valuable for a long-term career in customer-facing roles.
Progression Routes:
· Business Administrator Level 3 apprenticeship or sector-specific training.
· Edward Jenner NHS Leadership Programme
Free External Learning Opportunities:
· Edward Jenner Programme – NHS Leadership Academy
A free, fully online leadership development programme for those working in the NHS or health/care roles. Offers flexible learning to build confidence and leadership awareness. Recommended for learners looking to progress into senior admin or supervisory roles.
https://www.leadershipacademy.nhs.uk/programmes/the-edward-jenner-programme/
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