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CUSTOMER SERVICE
SPECIALIST

Building on the Level 2 apprenticeship, the Customer Service Specialist
Level 3 Apprenticeship prepares individuals for a leading role in customer
service. This apprenticeship expands on some of the topics in the
level 2 apprenticeship, as well as including customer service strategy,
communication, customer experience, product and service knowledge, and
complaint resolution.

Upon completion of the apprenticeship, apprentices will possess a deep
understanding of customer service and will be able to provide exceptional
customer service in a variety of settings, including retail, hospitality, and call
centres. They will also be equipped with the skills and knowledge to develop
and implement customer service strategies, analyse customer feedback,
and lead and motivate a team.

As a Customer Service Specialist, they will play a pivotal role in delivering
superior customer service and fostering customer satisfaction. Their
professional and empatheticcommunication style enablesthemtorepresent
their organisation in a positive light. Equipped with these competencies, they
have the potential to ascend to higher positions within their organisation or
further their professional developmentin customer service or management.

Level 3 £0 to £200

Maximum cost for non-levy employers and micro-businesses

15+ months £4,000

Approximate on-programme training Maximum cost/funding for levy employers
(does not include EPA period)
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Knowledge

* Business knowledge and
understanding

* Customer Journey knowledge

*  Knowing your customers and
their needs/ Customer Insight

+ Customer service culture and
environment awareness

+ Self Awareness + Developing self

+  Teambuilding and leadership * Ownership/ Responsibility

+ Professionalism and +  Team working
presentation +  Equality

+  Communication & * Presentation

interpersonal skills, remaining
calm under pressure

* Your organisation

+ Customer needs and priorities

+ Conflict and complaints

+ Change and Improvement

* Business processes, finance
and regulation

* Report writing and research

Complete the
online skills scan

www.glptraining.co.uk

ENROLMENT TIMELINE

Accept the Team's Register in Bud Complete initial Attend enrolment
02 > invitation to an 03 » (photo evidence of 04> assessments session
induction session ID required) (Functional Skills)

CONGRATULATIONS YOU ARE NOW ON THE PROGRAMME

Sign enrolment
forms
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CUSTOMER SERVICE SPECIALIST ROADMAP

Modules are delivered holistically through-out the programme.

Module 1 Module 2 Module 3 Module 4 Module 5 Module 6 Module 7 Module 8 Module 9 Module 10 Module 1 Module 12 Ai::;::::rt\t
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