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How does OneFile build
apprenticeship standards?

Firstly, we check the government website to ensure the standard
has been approved for delivery.

= Balding senyices e ihesr i Apprenticeship standards approved for delivery

standards
= Bus, coach and HGV standards Each apprenticeship standard has an assessment plan produced by
— Business standards ‘trailblazers” (employer-led groups that are developing the standards),

— Butchery standards . - 0
4 Standards showing (approved for delivery) include an approved assessment

= Chillckren, young people and families plan and are ready for employers and training organisations to use,

ctandards
— Community sport The apprenticeship funding bands page lists the apprenticeship standards
— Composites standards that have an approved assessment plan and funding cap.
= Construction standards
Apprenticeship fundina bands

— Canveyancing and probate standards TAPAL20IT  Guidsncs

— Courier standards

Craft standards

eative industiiesstandards Apprenticeship standards in development

: iceshi 1511 devel

13 Apeil 2007 Guidance

= Dental health stan

— Digital Industries siihidards Accountancy standards
— Early years standards
— Earih sclences and gealogy Apprenticeship standard: professional accounting / taxation technician

standards (approved for delivery)
21 July 2006 Guidance
— Education and training standards

— Electrical and electronic appliances Apprenticeship standard: professional accountant
standards 12 November 2014 Guidance

— Electronic systems standards
; Apprenticeship standard: assistant accountant (approved for delivery)
— Elecirotechnical standards 7 September 2016 Guidance

— Energy and utilities standards

— Energy management standards

— Engineering standards Actuarial standards
— Entrepreneurship standards
— Equestrian standards 26 March 2015 Guidance
= Event management standards

Useful link:
List of approved standards

www.gov.uk/government/collections/apprenticeship-standards



When both the standard and the assessment plan have been
approved, our team can start building the standard.

Guidance

Apprenticeship standard: customer
service practitioner (approved for
delivery)

From:

Part of: ranticachip standard

First published: 21 August 2015

Last updated: 20 January 2017, see allupdates
Applies to: England

Describes the job role that an apprentice will be doing and the skills
required of them by the customer service sector.

Documents == Apprenticeship standard for a customer
; service practitioner

PDF, 246KB, 2 pages

This file may not be suitable for users of assistive technology. Reguest an
accessible format,

Assessment plan for a customer service
practitioner

PDF, 438KE, 24 pages

This file may not be suitable for users of assistive technology. Beguest an

Apprenticeship standards

Each standard will be clearly identified with the
following information:

e knowledge

e skills

e pbehaviours

e |level

e duration

e entry requirements



Example apprenticeship standard:

Customer Service Apprenticeship Standard

Role / Occupation: Customer Service Practitioner

Overview:

The role of a customer service practitioner is to deliver high quality products and services to the customers of
their organisation. Your core responsibility will be to provide a high quality service to customers which will be
delivered from the workplace, digitally, or through going out into the customer’s own locality. These may be
one-off or routine contacts and include dealing with orders, payments, offering advice, guidance and support,
meet-and-greet, sales, fixing problems, after care, service recovery or gaining insight through measuring
customer satisfaction. You may be the first point of contact and work in any sector or organisation type.

Yol pbinfluence the customer experience and their satisfaction with your organisation. You will
stomer service skills and behaviours as well as product and/for service knowledge
tomers. You provide service in line with the organisation’s customer service
s and sl ithin appropriate regulatory requirements. Your customer interactions may
over a wide range o d can include; face-to-face, telephone, post, email, text and social media.

Knowing your derstand who customers are.

customers derstand the difference between internal and external customers.

derstand the different needs and priorities of your customers and the best
y to manage their expectations, recognising and knowing how to adapt style

be highly effective.
nderstanding the Know the purpose of the business and what ‘brand promise’ means.
getion now your organisation’s core values and how they link to the service culture.
internal policies and procedures, including any complaints processes
edia policies that are relevant to you and your organisation.
Meeting regulations . priate legislation and regulatory requirements that affect your
and legislation
- ility in relation to this and how to apply it when delivering
ser
Systems and *  Know 5, equipment and technology to meet the needs of
resources your cust
*  Understand measurement and evaluation tools available to monitor
customer service levels.
Your role and = Understand your role and responsibility within your organisation and the
responsibility impact of your actions on others.

= Know the targets and goals you need to deliver against.

Customer experience * Understand how establishing the facts enable you to create a customer
focused experience and appropriate response.

» Understand how to build trust with a custormer and why this is important.

Product and service = Understand the products or services that are available from your organisation
knowledge and keep up-to-date.

 Skills_

Interpersonal skills s  Use a range of questioning skills, including listening and responding in a way
that builds rapport, determines customer needs and expectations and achieves
positive engagement and delivery.

Communication = Depending on your job role and work environment:

o Use appropriate verbal and non-verbal communication skills, along
with summarising language during face-to-face communications;
and/or




How will this look in OneFile?

Knowledge, skills and behaviours will be created as
individual units which will all be mandatory.

Occasionally some standards will also display optional
units which will be created separately.

Mandatory units:

Customer Service Practitioner Standard

Mandatory Unit (Minimum: 0/ Maximum: 0)

will have knowledge of:
Ed 2. Skills will be able to:

will demonsorage:

Knowledge outcomes:

[Outcome 01] Knowing your customers

Aascasrment Criteria
1.1 Uncersoand whe: cussomens ane
1.2 Undierstand the dferemor brtween nternal andexternal custome

1.3 Untersund the dieren rees and prarmes of your CUsmomens S th BEST vy 10 IMSNaZE s EapecTanns, Fecognising and knowing ow 1o sdapt sybe 1o ke hghly effectve

[Outcome 02] Understanding the organisation

Addeidrment Criteria

L1 Krow trer prorpase of the Dusress and what Drard promise” means.

11 Krowyour orgeniseson’s core vakars and how ey brk & the wervice cuktune




Assessment plans

As well as the standard, we also check the assessment plan to
find the additional information and requirements the learner
must complete to achieve their apprenticeship.

Important information

The assessment plan contains important information about
monitoring learner progress throughout their apprenticeship
programme. The tools for tracking learner progress will often
include:

e Bespoke on-programme learning qualification or a formally
recognised Awarding Body qualification

e Functional skills
e Mandatory professional qualifications
e (Gateway to end-point assessment

e End-point assessment



On-programme learning

Each plan should explain what on-programme learning should
be carried out. In some cases, this will be the delivery of
formal qualifications, but some assessment plans provide
further guidance through appendices or occupational briefs.

Occupational brief:

Appendix A - Occupational Brief

Method of
Asseisment

What do | need to KNOW a Distimction Criteria

1.1 'Wiho are mvy customers?

Explain the importance
1. Underitand whe customers | 1.2 Who are the organisations customers? af Buildang oo
are customer relationships
1.3 Describe the different types of 0 the SrEanisation.
customers?
2.1 What ks an internal customer? Explain the difference between
2.2 What is an external customer? "h"'"""“': ol 'lm
1. Underitand the difference 2.3 Whi are the organisations internal m.' nhh-‘.dh
between internal and external CUTLOTRTE T :ﬁm
customens 1.4 Wha are the organisations external ralistionships ars
cuttomers? managed
Knowing your 1.5 What is the defference between internal Professicnal
and external customen to the organisation? Cescussion
3.1 'What is the purposie of customer serdice?
1.2 What are the different needs of your
customers? Describe the specific needs of
3. Understand the different | 3.3 What are the different peiorities of your different
newds and pricrities of your customers? those protected under current
Explain the mportance
tustomers and the best way 1.4 Identify the specic needs that Equality law. of balancing the needs
to manage their expectations. |  customers may have, including those that of both the organisation
mrcogrising and knowing how | are protected under current equality lw? ndits
10 adapt style to be highly 3.5 What it meant by cultomes
ef{ectie expectations?

If there is no formally recognised qualification, the appendix
or occupational brief will be used to deliver, track and
monitor learner progress. These will be created as a separate
standard in OnefFile.

Customes Service Practtones Level 1 On Frogramene Learmang > [Wodule 3] Enowing your Qutiomern.

Learning Outcomes

Place in the framework

Custinrns Srvatst Princiisarer Linetl 2 - O Pragrams Lo

[1] Understand who customers are




Gateway to end-point
assessment

The assessment plans are very clear about the importance of
the learner passing through a gateway before sitting the end-
point assessment. In some cases, learners must complete
specific paperwork before they can sit the end-point
assessment.

At OneFile, we've developed a gateway area where learners
can record practice assessments before they take the final
end-point assessment.

Gateway to end-point assessment area:

Customer Service Practitioner Gateway to End Point Assessment

Units

1. Showcase Project Assessment
2. Observation Interview Assessment
3. Prof Discussion Professional Discussion

4. EPA End Point Assessment

Customer Service Practitioner Gateway to End Point Assessment

[4.1] End Point Assessment

Assessment Criteria

1.1 Empl l 1T F ] E i er is prepared for their End Point Assessment




End-point assessment

When reading the assessment plan, another piece of vital
information we need to check is how the end-point
assessment will be completed.

End-point assessments can be assessed using a range of
different methods and grades. At OneFile, we take the
information provided in the plan and create a standard to
record the outcome of the end-point assessment.

In this example, we would create 4 units:

Unit 1 - Oﬂ—demaﬂd test 3. Summary of independent end assessment process
. . . The spgrantics will De assessed 10 e apprerdceshin Y e
unit 2 - practical observation s T sssarer = 340t o e 3 o o G prtrince o 7

unit 3 - professional discussion p——
30 il on Oermand rulipls chocs bl
unit 4 - overall grade with the Evrly st e sk 4 e g

Urssiort iy ol on th srnpioye's [eormises o off ste
Full ot Iooshe) in A B

option to select 'pass'
or 'distinction’ Pracaos obesrvatr:

2 Four OEanation cl T SODENEcE in he workplace Dy this
B EsEasO!

Munt core obsonaion of The aporentioe’s knowloecpe, skilis and Defaaours
for the Customes, Busness, Communacation and Brand Fagofason eerrents
of B atarvkard, Can dled oover wicks secions of e flandard
Full ety kocaied in Anren C

Ll [y W inchepernciont ond assessor, mvoling T apgrenice and
Ty fin ). Wb Ty

rmmmmmmmnmmm
ervirill ATl O B i, Shilly da Dafunacers in T ST

Pl ety Mocated in Anvs D

Comnplatian

Icepercdert o sssesscy Confrrs Tl each assessrent slermert Pas

b cormpkated

The grac is debemmined by The independent end assessos on e ovenall

roriomnance of the apprention in the abseraton and professoral
SO

Pags £ Deytincion / Fad




Apprenticeship standards
qualification request form

If you'd like to request a bespoke standard, click on the link
below and fill in the online form. When we've received your
request, a member of our in-house team will get back to you
to discuss your requirements and start building your
standard.

https://ignite.onefile.co.uk/igniteforms/PCOAYwg1Xs


https://ignite.onefile.co.uk/igniteforms/PC6AYwg1Xs
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