[bookmark: _GoBack] BULLETIN 2020-100                      	  August 17, 2020
	U.S. Department of Labor
Employment and Training Administration, Office of 
Apprenticeship (OA) 
Washington, D.C.  20210
	Distribution:
A-541 Hdqtrs
A-544 All Field Tech
A-547 SD+RD+SAA+; Lab.Com
	Subject:  New Apprenticeable Occupation:  Customer Service Representative

Code: 200.1     

	Symbols:  DRAP/KAJ
	
	Action:  Immediate

	
PURPOSE:  To inform the staff of OA, State Apprenticeship Agencies (SAA), Registered Apprenticeship program sponsors, and other Registered Apprenticeship partners of the following new apprenticeable occupation:
    
                                         Customer Service Representative
                                         O*NET-SOC Code:  43-4051.00  
                                         RAPIDS Code:  3001CB
                                         Type of Training:  Competency-based     

BACKGROUND:  The occupation Customer Service Representative was submitted by 
Ms. Christina Arnone, Senior Program Manager HR, on behalf of T-Mobile Corporation, for an apprenticeability determination.  The OA Administrator approved this occupation on 
July 23, 2020.

Customer Service Representative performs the duties of: 
· Answers customers questions about products, services and suggesting information about other products and services;
· Maintains customer records by updating account information; and
· Resolves product, billing and payment related issues with the customer.

Customer Service Representative will be added to the List of Occupations Recognized as Apprenticeable by OA when the list is reissued.  A suggested Work Process Schedule and Related Instruction Outline are attached.

ACTION:  OA staff should familiarize themselves with this bulletin and the attached Work Process Schedule and Related Instruction Outline, as a source for developing apprenticeship standards and/or providing technical assistance. 

If you have any questions, please, contact Kirk Jefferson, Program Analyst at, 202-693-3399.

NOTE:  This bulletin is being sent via electronic mail.
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WORK PROCESS SCHEDULE

CUSTOMER SERVICE REPRESENTATIVE

O*NET-SOC CODE:  43-4051.00   RAPIDS CODE:  3001CB



Description:  Customer Service Representative interacts with new and existing customers by answering product and service questions and suggesting information about other products and services.  Opens customer accounts by recording account information. Maintains customer records by updating account information.  Resolves product, billing and payment related issues with the customer.



The term of the occupation shall be defined by the attainment of all competencies of the position, which would reasonably be expected to occur within two years of OJL.



CUSTOMER SERVICE REPRESENTATIVE-COMPETENCY CHECKLIST



· Beginner indicates that the apprentice has completed training and observation of listed skill/task but cannot yet independently perform this task.

· Intermediate indicates that the apprentice can perform the task with coaching and assistance

· Proficient means that the apprentice consistently demonstrates proficiency in performance of the task

· Completion Date means the date apprentice completes final demonstration of competency.  Supervisor or Journeyworker will initial for completion of each competency or job task



		Work Process Category

		Place a check mark or date in each box when complete.



		Competencies

		Demonstrates Fundamentals

		Intermediate

		Proficient in Task

		Completion Date/Initials



		Demonstrates the highest level of customer service with effective resolution

		

		

		

		



		Demonstrates proactive account management

		

		

		

		



		Delivers customer education

		

		

		

		



		Determines and resolves root causes to customer concerns and inquiries

		

		

		

		



		Identifies appropriate revenue and service enhancement opportunities

		

		

		

		



		Explores customer needs to develop loyal and profitable customers

		

		

		

		



		Makes payment arrangements and other collections activities when appropriate

		

		

		

		



		Demonstrates world-class skills in courtesy, concern, timely resolution and relationship building

		

		

		

		



		Demonstrates knowledge of the processes and products in their assigned line of business

		

		

		

		



		Demonstrate proactive identification of issues

		

		

		

		



		Handles inbound calls for large business customers

		

		

		

		



		Handles offline interactions for large enterprise customers

		

		

		

		



		Resolve customer inquiries primarily via the Messaging platform

		

		

		

		



		Interact with customers via the phone and other written channels for customers and third party partners

		

		

		

		



		Possess strong written and interpersonal skills

		

		

		

		



		Create and file trouble tickets accordingly in collaboration with Engineering team

		

		

		

		



		Follow-up to ensure resolution

		

		

		

		



		Support the account billing and reporting needs

		

		

		

		



		Adapt to the individual needs of their assigned customer base

		

		

		

		



		Provide proactively business solutions to increase the overall health of the account

		

		

		

		



		Serve as a vital member of the business customer support team

		

		

		

		



		Maintain strong relations with cross-functional teams to drive solutions

		

		

		

		



		Perform a wide array of both offline and inbound job responsibilities driven by the individual needs of their customer base

		

		

		

		



		Respond to customer inquiries

		

		

		

		



		Resolve customer escalations

		

		

		

		



		Deliver customer solutions

		

		

		

		



		Utilize boundless approach to resolution within the communities they serve

		

		

		

		



		Develop Technical Solutions:

· Gather information on existing solution/application

· Provide information on available products and services

· Develop migration plans for new customers

		

		

		

		



		Client Solicitation:

· Manage leads in a timely manner across wide geographical boundaries

· Conduct discussions to learn and qualify opportunities

· Understand customer pain points

· Gather technical requirements

· Correlate business value to customer

		

		

		

		



		Ticket Management and Documentation:

· Work within existing task assignment and record-keeping systems

· Open, respond, manage, and close tickets

· Document resolution information

· Update documentation on configuration and status of servers

· Research passed resolutions and clean up notes/records on architecture and data flow diagrams or related documents

· Develop and present on policies and standard operating procedures

		

		

		

		



		Prospecting:

· Cold calling

· Lead generation

· Referrals

· Using social media

· High-touch vs. client-driven interactions

		

		

		

		



		Presenting:

· Preparing sales pitch materials (e.g., slide decks, call agendas, webinars)

· How to speak with authority

· How to handle questions without answers

· De-escalating conflicts or high-stress situations

· Body language (reading and controlling)

· Industry Standards, Practices and Network Theory

		

		

		

		







The above on-the-job-learning (OJL) work process competencies are intended as a guide.  It need not be followed in any particular sequence, and it is understood that some adjustments may be necessary in the hours allotted for different work experience.  In all cases, the apprentice is to receive sufficient experience to make them fully competent and use good workmanship in all work processes, which are a part of the trade. In addition, the apprentice shall be fully instructed in safety and OSHA (Occupational Safety and Health Administration) requirements of the workplace.




RELATED INSTRUCTION OUTLINE

CUSTOMER SERVICE REPRESENTATIVE

O*NET-SOC CODE: 43-4051.00   RAPIDS CODE:  3001CB



Related instruction - This instruction shall include, but not be limited to, at least 288 hours per year of the apprenticeship, selected from the following courses:



		COURSE TOPICS 

		HOURS



		Onboarding and Continuous Employee Development

		24



		Foundational Customer Service Skills

		24



		Customer Relationship Building 

		24



		Account Verification and Issue Identification 

		24



		Account Billing 

		24



		Payment Arrangements 

		24



		Product Rates, Services & Features Sales

		24



		Retention and Customer Loyalty

		24



		Revenue Generation Tactics

		24



		Marketing and Promotional Programs 

		24



		Warranty and Product Exchanges 

		24



		Supporting Reseller/Intermediary Requests 

		24



		Total RI

		288







The delivery of related instruction will be determined by the employer-sponsor, which may be in-house, through an employer-selected training provider, or through college-level offered courses.  Prior credit will be awarded for coursework and experiences previously obtained.
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