
Level 3
Customer Service Specialist

The main purpose of a customer service 
specialist is to be a ‘professional’ for direct 
customer support within all sectors and 
organisation types.

You are an advocate of Customer Service 
who acts as a referral point for dealing with 
more complex or technical customer requests, 
complaints, and queries. You are often an 
escalation point for complicated or ongoing 
customer problems.

As an expert in your organisation’s products 
and/or services, you share knowledge with 
your wider team and colleagues. You gather 
and analyse data and customer information 
that influences change and improvements 
in service. Utilising both organisational and 
generic IT systems to carry out your role with 
an awareness of other digital technologies.

Roles/Occupations may include:
Facilities management sector (cleaning, 
security, customer service), shopping centres, 
retail, call centres, construction, automotive, 
aviation, education and government 
departments.

Link to Professional Registration:
Completion of this programme will lead to 
eligibility to join the Institute of Customer 
Service as an Individual member at 
Professional level. Should you choose to 
progress on a customer service career path, 
you may be eligible for further professional 
membership including management.
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Business knowledge and understanding
Understand what continuous improvement 
means in a service environment and how your 
recommendations for change impact your 
organisation.

Customer journey knowledge
Understand and critically evaluate the 
possible journeys of your customers, including 
challenges and the end-to-end experience.

Knowing your customers and their needs / 
Customer Insight
Know your internal and external customers 
and how their behaviour may require different 
approaches from you.

Customer service culture and environment 
awareness
Keep current, knowledge and understanding of 
regulatory considerations, drivers and impacts in 
relation to how you deliver for customers.

Business focused service delivery
Demonstrate a continuous improvement and 
future focussed approach to customer service 
delivery including decision making and providing 
recommendations or advice.

Providing a positive customer experience
Through advanced questioning, listerning and 
summarising to negotiate mutually beneficial 
outcomes.

Working with your customers / customer 
insights
Proactively gather customer feedback, through 
a variety of methods. Critically analyse, and 
evaluate the meaning, implication and facts that 
act upon it.

Customer service performance
Maintain a positive relationship even when you 
are unable to deliver the customer’s expected 
outcome.

Service improvement
Analyse the end-to-end experience, seeking 
input from others where required, supporting 
development of solutions.

Develop self
Proactively keep your service, industry and best 
practice knowledge and skills up-to-date.

Ownership / responsibility
Personally commit to and take ownerdhip 
for actions to resolve customer issues to 
the satisfaction of the customer and your 
organisation.

Team working
Work effectively and collaboratively with 
colleagues at all levels to achieve results.

Equality
Adopt a positive and enthusiastic attitude being 
open minded and able to tailor your service to 
each customer.

Presentation
Demonstrate brand advocacy, values and belief 
when dealing with cusrtomer requests to build 
trust, credibility and satisfaction.

KNOWLEDGE, SKILLS AND BEHAVIOURS

CUSTOMER SERVICE SPECIALISTS 
DEMONSTRATE THE FOLLOWING SKILLS:

CUSTOMER SERVICE SPECIALISTS 
DEMONSTRATE THE FOLLOWING 
BEHAVIOURS:



The programme will take a minimum of 15 
months to complete depending on experience.

DURATION

Apprentices will be required to have or achieve 
level 1 English and Maths and to have taken 
level 2 English and Maths tests prior to 
completion of their Apprenticeship.

ENTRY REQUIREMENTS

Mercury carry-out 8 weekly progress meetings 
with the Supervisor/Manager and Apprentice 
to check progress against the standard and for 
everyone to give feedback. If the Supervisor/
Manager is busy for face-to-face review 
meetings, we can use our on-line Microsoft 
Teams sstem as well as our Smart Assesor on-
line system.

There are a number of activities that count 
towards off-the-job training, for example, 
watching PowerPoint presentations, listening to 
Podcasts, reading industry literature, using our 
virtual learning system for subjects such as anti-
terrorism training, GDPR, safeguarding etc, self-
study, completing assignments and observing 
senior mentors/senior Leaders. 

OFF-THE-JOB TRAINING

The end point assessment takes place at 
the end of the apprentice’s learning and 
development, after a minimum of 12 month’s 
learning. The employer, and Mercury, will 
formally sign-off that the Apprentice has met 
minimum requirements in regards to knowledge, 
skills and behaviours within the standard and 
confirm they are ready to move on to the end 
point assessment. This will happen during a 
meeting involving the apprentice, their line 
manager and the trainer.

END POINT ASSESSMENT GATEWAY

For each of the three assessment methods, all 
pass criteria must be achieved to progress and 
complete the apprenticeship programme. For 
a distinction to be awarded, apprentices must 
also achieve a distinction in each assessment 
method, as outlined below:

END POINT GRADES

Assessment Grading

Work based project, 
supported by an interview

Practical observation with 
Q&As

Professional discussion

Fail / Pass / 
Distinction

Fail / Pass / 
Distinction

Fail / Pass / 
Distinction

PROGRESS REVIEWS

Learner/Student
• Volunteers to take part in the programme for 

their own development
• Attends sessions
• Completes tasks in agreed timeframe
• Completes 20% off-the-job records
• Take part in Functional Skills (where 

needed)
• Takes responsibility for own development

PARTNERSHIP EXPECTATIONS

Supervisor/Manager
• Plans time for learning to take place
• Works with the Mercury Coach/Mentor to 

arrange visits and learning opportunities to 
fit around site operations

• Supports on-the-job training and offers 
relevant experience

• Takes part in 1-2-1 reviews with learners 
to discuss progress, provide feedback and 
guide development

Supervisor/Manager
• Monthly Face-to-Face Coaching and 

Mentoring
• Weekly on-line Coaching/Mentor support
• Monitors progress
• Provides feedback to learner and 

Supervisor/Manager



Steps to Your Programme

1. Induction for your programme

Meet your Coach/Mentor 
and who is involved in your 
programme. Carry-out initial 

assessments. Introduction to the 
Smart Assessor system. Off-
the-job training commitments. 

Delivery is face-to-face.

Understand your organisation’s 
current business strategy in 

relation to customers and make 
recommendations for its future.

Understand the underpinning 
business processes that support 

you in bringing about the best 
outcome for customers and your 

organisation.

6. Providing a positive customer 
experience

Explore and interpret the 
customer experience to inform 

and influence achieving a 
positive result for customer 

satisfaction.

5. Customer service culture and 
environment awareness

Understand your business 
environment and culture and 

the position of customer service 
within it.

4. Knowing your customers and 
their needs / customer insight

Understand what drives loyalty, 
retention and satisfaction and how 
they impact on your organisation.

7. Working with your customers / 
customer insight

Proactively gather customer 
feedback, through a variety of 

methods. Critically analyse, and 
evaluate the meaning, implication 

and facts and act upon it.

8. Service improvement

Analyse the end-to-end service 
experience, seeking input 

from others where required, 
supporting development of 

solutions.

9. Team working

Share knowledge and experience 
with others to support colleague 

development.

12. End Point Assessment

Carried out by an approved End 
Point Assessment Organisation, 

agreed by the employer.

11. End Point Assessment 
Gateway

Review of Knowledge, Skills 
and Behaviours with learner, 

employer, mentor/coach.

10. Presentation

Demonstrate brand advocacy, 
values and belief when dealing 
with customer requests to build 
trust, credibility and satisfaction,

2. Business Knowledge and 
Understanding

3. Customer Journey Knowledge


