
CUSTOMER SERVICE SPECIALIST
Overview
The Customer Service Specialist Apprenticeship is
for someone who offers direct customer support
within all sectors and organisation types.
Individuals are an advocate of Customer Service
who act as a referral point for dealing with more
complex or technical customer requests,
complaints, and queries. They are often an
escalation point for complicated or ongoing
customer problems. As an expert in an
organisation’s products and/or services, they
share knowledge with their wider team and
colleagues. They gather and analyse data and
customer information that influences change and
improvements in service. Utilising both
organisational and generic IT systems to carry
out their role with an awareness of other digital
technologies. This could be in many types of
environment including contact centres, retail,
webchat, service industry or any customer service
point.

.

Apprenticeship Delivery – Blended
learning Face-to-face, Teams, telephone,
individual study and online learning
End of Course Qualifications
Functional Skills Level 2 in Maths and
English Level 3 Customer Service Specialist
Apprenticeship
End Point Assessment 
Practical observation with Q&As, Work
based project, supported by a structured
interview and professional discussion
supported by portfolio evidence
On completion, apprentices may choose
to register with the Institute of Customer
Service as an Individual member at
Professional level.



What will you learn on the Customer Service Specialist Apprenticeship?

An understanding of continuous improvement in a service environment, including how service
delivery adds value to the wider organisation and aligns with current and future business
strategy. It involves understanding customer journeys, customer needs, behaviours and
expectations, including cultural and emotional differences, and recognising when issues
require referral or escalation. The role also requires awareness of organisational structure,
business processes, commercial constraints, regulatory requirements and industry best
practice to support effective customer service delivery.

Key skills include delivering business-focused and cost-conscious customer service, resolving
complex issues, negotiating positive outcomes, managing challenging situations, and clearly
communicating options and solutions using appropriate written and verbal methods. The role
involves gathering, analysing and using customer insight and feedback to improve services,
maintain positive relationships, manage escalations, and support service and strategic
improvements in line with legislation, regulation and best practice.

Behaviours include taking ownership and responsibility for customer outcomes, demonstrating
professionalism, adaptability and equality in service delivery, working collaboratively with
colleagues, committing to continuous personal development, and acting as a positive
representative of the organisation’s values, brand and customer service culture.


