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CourseIntroduction / Overview:

Delivering exceptional customer experience in the public sector presents a unique set of challenges and
opportunities, requiring a specialized approach that bal ances citizen needs with public accountability. This
Advanced Customer Experience for Government Services Training Course is designed to equip professionals
with strategic mindset and practical tools to elevate the quality of government services. This program,
offered by BIG BEN Training Center, moves beyond basic protocols to focus on designing and
implementing a citizen-centric approach that fosters trust and efficiency. The curriculum isinformed by the
work of public administration scholars like John M. Bryson, whose book " Strategic Planning for Public and
Nonprofit Organizations' provides a powerful framework for aligning public goals with practical service
delivery. Participants will learn how to map the citizen journey, use data to understand service gaps, and
implement process improvements that enhance accessibility and satisfaction. The course focuses on practical
skills for communicating with transparency, handling sensitive inquiries with discretion, and leveraging
technology to improve service delivery. By mastering these competencies, public servants will be able to
create a more efficient and trusted government, ensuring that every citizen feels heard, respected, and well-
served. This program is the essential guide to modernizing public services for acitizen-first future.

Target Audience/ Thistraining courseis suitablefor:
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Government employees and public servants.

Customer experience managers in public agencies.

Administrative staff.

Policy and program officers.

e Leadersin regulatory bodies.

Anyone working in a citizen-facing government role.

Target Sectorsand Industries:

e Government and public administration.

Municipal and local services.

Public health and social services.

Law enforcement and justice.

e Education and public schools.

Transportation and infrastructure.

Non-profit organizations.

Target Organizations Departments:

Citizen Services.

Public Relations.

Administrative Services.

Human Resources.

Front Desk and Information.

Policy and Planning.

Cour se Offerings:

By the end of this course, the participants will have able to:
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Design and implement a citizen-centric service model.

Map the citizen journey to identify points of friction.

Apply strategic planning to improve service delivery.

Use data and feedback to drive process improvements.

Communicate with transparency and build public trust.

Handle complex inquiries and sensitive information with discretion.

Leverage technology to enhance accessibility and efficiency.

Lead aculture of excellence within a public agency.

Course M ethodology:

This training course uses a highly specialized, case-based methodology tailored to the public sector. The
program combines theoretical frameworks from public administration with hands-on exercises that simulate
real-world government scenarios. Participants will work through case studies involving complex citizen
inquiries, bureaucratic challenges, and service delivery failures, analyzing them to find strategic solutions.
The course includes workshops on citizen journey mapping and process improvement, allowing participants
to apply their learning to their own work. BIG BEN Training Center facilitates a collaborative environment
where public servants can share their unique challenges and learn from the experiences of their peers. This
practical approach ensures that the skills learned are not only relevant but also immediately applicable,
empowering participants to drive meaningful changes within their organizations and contribute to a more
effective and trusted government.

Course Agenda (Cour se Units):

Unit One: The Public Sector CX Framewor k
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Defining citizen experience.

The unique challenges of government service delivery.

Mapping the citizen journey.

I dentifying moments of truth.

Moving from atransactiona to arelational model.

Unit Two: Designing a Citizen-Centric Strategy

e Applying strategic planning to service delivery.

Using data and feedback to drive decisions.

Identifying and addressing service gaps.

Creating avision for service excellence.

Aligning department goals with citizen needs.

Unit Threec Communication and Trust Building

e Communicating with transparency and honesty.

Handling sensitive and confidential information.

Managing citizen expectations and emotions.

De-escalating difficult and public complaints.

Building and maintaining public trust.

Unit Four: Process | mprovement for Public Services

e Using process mapping to identify inefficiencies.

I mplementing service improvements.

Leveraging technology for better service.

Creating afeedback loop for continuous improvement.

Ensuring accessibility for all citizens.

Unit Five: Leading a Culture of Service Excellence
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The role of leadership in service delivery.

Empowering frontline staff.

M easuring success and demonstrating value.

Recognizing and rewarding service excellence.

Becoming a champion for citizen experience.

FAQ:

Qualificationsrequired for registering to this cour se?

There are no requirements.

How long is each daily session, and what isthe total number of training hoursfor the
cour se?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and
interactive activities, bringing the total duration to 20 - 25 training hours.

Something to think about:

How can a public servant, by strategically designing the citizen journey, transform atraditionally
bureaucratic process into a transparent and efficient experience that builds lasting public trust and
confidence?

What unique qualities does this cour se offer compared to other
cour ses?
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Thistraining courseis unique because it is specifically designed for the public sector, addressing the distinct
challenges of government service delivery. While most customer experience courses focus on private-sector
metrics like sales and revenue, this program is centered on public-sector goals like trust, transparency, and
citizen satisfaction. It is distinguished by its use of frameworks from public administration and strategic
planning, providing a deep, academic understanding of how to improve government services. We move
beyond simple communication skills to teach participants how to use data, map citizen journeys, and lead
organizational change. Through case studies and hands-on exercises, participants will gain practical
knowledge to navigate complex bureaucratic systems and create a more efficient and citizen-centric
government. This program is an essential guide for any public servant who wants to drive real and lasting
improvements in their agency.
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