Certificate for Customer Service in the

Financial Services Sector
SCQF LEVEL 6 MODERN APPRENTICESHIP

g 15 Month Programme

This qualification is designed for those looking to gain a specific technical focus in one of the key
areas within financial services or to broaden their skills and knowledge.

Introduction to the course

This apprenticeship is designed to support entry level roles
across the financial services sector, including in banks, building
societies and insurance organisations. Learners will gain an
understanding of the rules and regulations of the banking
industry and how these apply to their day to day role. They will
learn the importance of personal and professional planning
and development, and how to Identify and process customer
complaints to achieve fair customer outcomes.

This apprenticeship is best suited to those in roles which

will require the apprentice to deal with customers, both
internal and external. Learners will develop the ability to apply
technical knowledge and skills across a range of products and
services and demonstrate a clear understanding of regulatory
frameworks.

Learner outcomes

On completion, learners will have the knowledge and skills to
confidently provide effective customer service, offer informed
advice to the customer, communicate professionally with
colleagues and stakeholders. Apprentices will also be able

to identify and process customer complaints to achieve fair
customer outcomes as they comply with all relevant financial
regulations and codes of conduct. This course also allows
learners to gain key meta-skills as they understand how to work
collaboratively, use and promote technology to meet customer

and business needs and reflect on current business practices
and contribute to continuous improvement. Learners will also
develop meta-skills through a process of regular reflection,
coaching, feedback and personal development.

Assessment

Assessment is through performance in the workplace and will
be based on performance evidence, i.e. observation

(in person, screen sharing) and work products generated

by the candidate (word-processed documents, letters,
spreadsheets, travel/accommodation bookings, receipts, e-mail
correspondence, database reports, graphic elements, etc.).

The specific evidence produced will depend on the choice of
optional units.

A good fit for

Candidates working within the financial services industry
wishing to progress within the sector. This includes roles such
as an insurance underwriting administrator, claims handling
administrator, pension administrator, banking cashier, trainee
claims official, trainee broker or sales representative, customer
adviser, foreign currency adviser or debt collector.

What’s next?

Completion of the apprenticeship and Professional
Development Award (PDA) will allow learners to progress in
their career within the Financial Services sector at a higher/
promoted levels and continue their development with an
Leadership & Management SCQF 6 apprenticeship.

< 0330323 4050 X info@babington.co.uk & babington.co.uk
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Course overview

Start Date
Flexible

Level
SCQF Level 6

Duration
15 months

Delivery
Blended

Assessment
Workplace assessment

Qualification
Certificate for Customer Service in the
Financial Services Sector at SCQF at level 6

Entry Requirements

No prior qualifications or knowledge are
required to undertake this qualification
although learners should be in a role
where they carry out relevant tasks.
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Blended Delivery Model
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PROCESS AND PROVIDE FINANCIAL DOCUMENTATION FOR CUSTOMERS

SUPPORT CONTINUOUS IMPROVEMENT IN THE FINANCIAL SERVICES SECTOR

DEVELOP PROFESSIONAL RELATIONSHIPS THROUGH COLLABORATION TO MEET CUSTOMER NEEDS AND BUSINESS OBJECTIVES

IDENTIFY AND PROCESS CUSTOMER COMPLAINTS IN THE FINANCIAL SERVICES SECTOR

PROVIDE CUSTOMER SERVICE IN THE FINANCIAL SERVICE SECTOR
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PROFESSIONAL QUALIFICATION / PROFESSIONAL DEVELOPMENT AWARDS (PDAS) INTRO TO LEADERSHIP & MANAGEMENT SCQF 6

Blended learning, Coaching, Mentoring & Peer Support

Coach support working towards Core Skills: Communication, Working with others, Problem Solving, ICT and Numeracy.
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Online Progress Assessment
learning reviews visit

The optional units available will be discussed with your skills coach at the

@ 0330 323 4050 X infO@babingtOn.CO.Uk @ babington.CO.Uk start of the programme, as part of your personal development plan.



