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Excellent customer service is central to how people experience public services. Even if your role is not 
formally customer‑facing, many Civil Servants interact with customers, colleagues, or stakeholders in ways 
that shape confidence and trust in government services. This course provides a practical foundation to help 
you deliver consistently positive interactions and play an active part in improving the service experience 
across the Civil Service.

Description
This course introduces the key principles of effective customer 
service and supports you in reviewing your own current approach. 
You will begin by completing a short questionnaire that helps 
you understand your strengths and areas for development. You 
will then explore core concepts such as recognising customer 
needs, communicating with empathy, treating people fairly, 
and understanding what contributes to a high‑quality customer 
experience. The course is suitable for Civil Servants at all grades 
and is particularly valuable for those new to customer interactions, 
those supporting the public in any capacity, or anyone who would 
benefit from refreshing their customer service skills.

What does it involve?
You will start with a self‑assessment questionnaire, completed 
through an interactive Word document, which helps you evaluate 
your current customer service competence and identify areas 
that may benefit from development. You will then complete a 
digital tutorial that explores how to focus on customers’ needs, 
communicate clearly and empathetically, and handle mistakes or 

challenging situations with greater confidence. Finally, you 
will complete a reflective exercise in a second interactive 
Word document that guides you to set three SMART 
goals to enhance your customer service behaviours. 
Once all activities are complete, you will repeat the initial 
questionnaire to measure your progress and identify next 
steps for continued development.

What’s the outcome?
By completing this course, you will develop a clear 
understanding of how excellent customer service positively 
influences those you support and the wider Civil Service. 
You will be able to evaluate your own customer service skills, 
recognise and respond to customer queries and issues, and 
approach customer interactions with increased confidence. 
You will also be able to build effective working relationships 
with colleagues and stakeholders, introduce practical 
improvements to enhance service quality, and identify 
three specific changes that will support your continued 
development over time.
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