
Engaging Effectively with Customers
Customer service is often seen as simply responding to queries or resolving issues as they arise. In the 
Civil Service, however, effective customer engagement goes further. It involves proactively understanding 
customer needs - whether those customers are members of the public, colleagues, or stakeholders - and 
supporting them consistently throughout their journey.
Strong customer service relies on clear communication, empathy, and the ability to identify and address 
potential problems early. It forms a crucial part of creating positive, reliable and accessible experiences for 
all the individuals and organisations we support.

Description
This topic will introduce you to a range of skills which can be used 
to deal with different customer groups and situations, showing 
you how to take appropriate action. You’ll also learn how to use 
customer feedback to help improve the services we offer. 
This topic should be of interest if you have just started in a 
customer-facing role or are in need of a quick knowledge refresh. It 
may also be applicable if you’re in a department which now requires 
all staff to become more customer-focused or if you’ve taken on 
management responsibility for a customer-facing team. 

What does it involve?
The course begins with a short Manager’s Guide and a Preparation 
Pack, where learners complete customer profiles, journey maps, 
communication checklists and a self‑assessment to bring real 
examples into the workshop. Learners then take part in a three‑hour 

practical workshop exploring customer needs, managing 
expectations, and using tools such as journey mapping and 
the LAST model. The course concludes with an action plan 
to support workplace application and a Top Tips and 
Resources guide to reinforce learning.

What’s the outcome?
After completing this topic, you will be able to apply the 
latest customer service principles, helping you to resolve 
customer service issues and support your customer 
throughout their journey. Improved customer satisfaction 
ratings, coupled with fewer customer complaints, should 
demonstrate that the Civil Service is delivering excellent 
customer service. Fewer complaints will also benefit the 
organisation financially while improved ratings will confirm 
that the Civil Service is serious about delivering a top-class 
customer experience.

Learning activities

How to book

learn.civilservice.gov.uk

0203 640 7985 
support@governmentcampus.co.uk

Estimated learning time:
4 hours 30 minutes

Self   
assessment

Workshop

Delivery method:

F2F VLE

Online 
resources

https://learn.civilservice.gov.uk/courses/FuLoPDP0RA6CGSOlm0f18A
https://learn.civilservice.gov.uk/courses/0JbxyaXaTTK22yWvX8EVdg
mailto:support%40governmentcampus.co.uk?subject=



