
Apprentice End-Point Assessment Journey 
Level 2 ST0072 Customer Service Practitioner 

ESFA  
certification

Time

Venue

Requirements

Attendees
Please note that this document is subject to changes in the assessment plans.  Agreed assessment schedule to be confirmed by our scheduling team. 

V1.1: April 2025   www.highfieldassessment.com  © 2025 Highfield Awarding Body for Compliance Limited.

O
n-

pr
og

ra
m

m
e 

le
ar

ni
ng

Minimum 
12 months

Sc
he

du
lin

g 
of

 th
e 

as
se

ss
m

en
ts

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 Maths 
and English 

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


