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Title

 

Customer Service 
Specialist Level 3

A customer service specialist is the ‘professional’ for direct customer 
support within all sectors and organisation types. They are advocates 
of high quality customer service, who act as a referral point for dealing 
with more complex or technical requests, complaints and queries.

They are experts in the organisation’s products and service offer and 
would work collaboratively with other departments and colleagues to 
share knowledge as an expert in their field.

Key responsibilities may include:

•	 Dealing with complex  
customer queries

•	 Working collaboratively  
with other departments  
and colleagues

•	 Providing expert knowledge  
to internal and external bodies

•	 Use of organisational  
and generic IT systems

Overview



Benefits

Suitable for:
Individuals across all 
sectors, environments  
and organisation types, 
with scope to influence 
change and improvements 
in service.

Gaining key skills to support effective customer communication and 
build relationships

Becoming competent with handling customer challenges and how  
to resolve

Ability to recommend and implement improvements to service

Understanding how to apply a range of leadership styles in a customer 
service environment



Programme  
delivery
Programme length
15 months (on average) plus End-point Assessment (EPA).

Delivery method
Programme delivered through Lifetime’s blended learning approach.

Blended learning
Facilitated learning: Learners complete learning sessions 
with their Lifetime Learning Coach every 4-6 weeks.

Self-study: Learners are expected to carry out self-study using Lifetime’s  
online learning platform.

Virtual sessions: Carried out between the Learner and their Lifetime Learning Coach.

Contact: Learners have access to their Lifetime Learning 
Coach via email, phone and online learning platform.



Blended delivery through  
Lifetime’s online learning platform 

Digital platform

‘Nudge Engine’ personalised 
notifications

For all users

Off-the-job activities tracked 
and monitored organically 

For all users

Direct messaging and video 
calls for easy communications 

with Learning Coach 

For all users

Clear learning plans, progress 
reports and deadlines

For the learner
Insightful reporting 

dashboard: progress, 
cohorts, locations 

For the manager

One system, one login: skills 
radar, BKSB, learning modules

For the learner

Live view of learners from 
pre-enrolment to achievement

For the manager

Easy-to-use digital platform 
accessible on multiple devices

For the learner

No more paperwork 
– digital signing 

For the manager



Programme modules
The delivery model is broken down over 12 topics:

Customer  
Insights

Providing a Positive 
Customer Experience

Customer Service 
Performance1. 2. 3. Customer  

Journey

Ownership and 
Responsibility

Working  
with Customers

Team Work Equality, Diversity 
and Inclusion

Career  
Development

4.
5. 6.

10. 11. 12.

Business  
Focused Service

Culture and 
Environmental 
Awareness7. 8.

Develop Self9.



Programme  
modules
Deep dive



Customer insights
Covered:
•	 Internal and  

External Customers

•	 Customer Profiles and Types

•	 Customer Emotions  
and Expectations 

•	 Continuous Professional 
Development (CPD)

•	 Loyalty, Retention 
and Satisfaction

•	 Customer Data

Dig Deeper:
Empathetic Listening



Providing a positive 
customer experience
Covered:
•	 Questioning and 

Active Listening

•	 Clear Communication

•	 The Highs and Lows

•	 The Power of Influence

•	 Cost Conscious Mindset

Dig Deeper:
The Negotiation Matrix



Customer service 
performance
Covered:
•	 Challenging and 

Complex Situations

•	 Maintain Positive 
Relationships

•	 Limits of Authority 
 

Dig Deeper:
Social Media



Customer journey
Covered:
•	 The Customer Journey

•	 Service Level Agreements

•	 Specialist Referrals

•	 Business Processes

•	 Customer Focus 

Dig Deeper:
Service Mark



Ownership  
and responsibility
Covered:
•	 Personal Commitment

•	 Maintaining  
Customer Satisfaction

•	 Pro-activity and Creativity

•	 Successfully Resolve Issues

•	 Deliver on your Promises

Dig Deeper:
The Importance of Going Off Script



Working  
with customers
Covered:
•	 Gather Customer Feedback

•	 Analyse the  
End-to-End Experience

•	 Recommendations  
and Implementation

•	 Legislative Responsibilities 
 
 

Dig Deeper:
The PDCA Cycle (Plan-do-check-act)



Business  
focused service
Covered:
•	 Business Strategy

•	 Leadership Styles

•	 Continuous Improvements

•	 Identifying and Negotiating

•	 Service Options

•	 The Impact of Your Role

Dig Deeper:
Porter’s Five Forces



Culture and 
environmental 
awareness
Covered:
•	 Organisational Structure

•	 Business Culture

•	 Internal and External Factors

•	 Compliance

•	 Industry Best Practice

Dig Deeper:
Sharing Knowledge and Best Practice



Develop self
Covered:
•	 Personal Goals  

and Target Setting

•	 Creating a PDP (Personal 
Development Plan)

•	 Developing Your Skills

•	 Progressing Your Career

Dig Deeper:
Self Evaluation



Team work
Covered:
•	 Team Collaboration

•	 Sharing Best Practice

•	 Adaptable and Flexible

•	 Team Dynamics

•	 Team Roles

Dig Deeper:
Team Motivation



Equality, diversity 
and inclusion
Covered:
•	 Positive Impact

•	 Supporting Equality 
and Diversity

•	 An Inclusive  
Working Environment

•	 Values and Beliefs

•	 Brand Advocacy 
 

Dig Deeper:
Volunteer Days



Career development
Covered:
•	 Goal: What do I  

want to achieve?

•	 Reality: Where am I now?

•	 Opportunities: What’s 
out there for me?

•	 Way forward: What am  
I going to do about it? 
 

Dig Deeper:
Career Pathways



End-point  
Assessment
(EPA)



End-point Assessment 
journey

ESFA 
Certification

On-programme 
learning

Average  
15 months 

on-programme 
learning

1
Grading and 

determination

Grading 
Distinction,  
Pass or Fail

Can be completed in any order

Gateway

2

Planning meeting

•	30 minutes

•	Remote

•	Video or 
telephone 
conferencing

•	PC/laptop, WiFi 
connectivity to 
support remote 
functionality

•	Apprentice,  
End-point 
Assessor, 
employer, 
training provider

3
Observation  

with Q&A

•	1 hour (+/- 10%)

•	Face-to-face

•	Apprentice’s 
workplace

•	EPA access  
to workplace

•	Apprentice,  
End-point 
Assessor

4

Project interview

•	1 hour (+/- 10%)

•	Face-to-face/
remote

•	Exam 
conditions

•	PC/laptop, WiFi 
connectivity to 
support remote 
functionality

•	Apprentice,  
End-point 
Assessor, 
employer/
mentor

5
Professional 
discussion

•	1 hour (+/- 10%)

•	Face-to-face/
remote

•	Anywhere 
suitable: exam 
conditions

•	PC/laptop, WiFi 
connectivity to 
support remote 
functionality

•	Apprentice, 
End-point 
Assessor

6 7



Thanks for  
your time.

www.lifetimetraining.co.uk/contact-us

hello@lifetimetraining.co.uk

https://www.lifetimetraining.co.uk/contact-us/
mailto:hello%40lifetimetraining.co.uk?subject=

