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4-6 weeks 
before EPA

Quality assurance 
and grading

This is the order of events for an apprentice undertaking the Level 2 Customer Service 
Practitioner Apprenticeship including our standard end-point assessment process.

Gateway: 
Level 1 English 
and maths 
(optional for 19
+, please see 
funding rules) 

Apprentice 
showcase

Can be completed in any order

Observation Professional 
discussion

Must take place 
after observation

Up to 75 minutes 
including Q&A session

Remote/face-to-face

Apprentice’s 
workplace or through 
videoconferencing – 
exam conditions

PC/laptop, Wi-Fi (if using 
videoconferencing)

Apprentice,
end-point assessor

90 minutes

Face-to-face

Apprentice’s workplace

EPA access to workplace

Apprentice, 
end-point assessor

60 Minutes

Remote/face-to-face

Apprentice’s workplace 
or through video 
conferencing – exam 
conditions

PC/laptop, WiFi (if using 
video conferencing)

Apprentice, 
end-point assessor

Fail/Pass/
Distinction
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