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COURSE INTRODUCTION / OVERVIEW:

This course is meticulously designed to transform public service delivery by embedding a citizen-centric mindset at the
core of government operations. In an era of rising citizen expectations and digital transformation, traditional bureaucratic
models are no longer sufficient. The program moves beyond basic customer service techniques to explore the strategic
implementation of service excellence, fostering public trust and enhancing civic engagement. Drawing upon foundational
concepts such as "Public Value" as articulated by the esteemed academic Mark H. Moore in his seminal work, "Creating
Public Value: Strategic Management in Government," this course provides a robust framework for creating services that
are not only efficient but also deeply responsive to public needs. Participants will learn to map the citizen journey,
leverage technology for better engagement, and cultivate a sustainable culture of continuous improvement. BIG BEN
Training Center has developed this curriculum to equip public sector professionals with the advanced skills needed to lead
and implement meaningful change, ensuring every citizen interaction is positive, productive, and reinforces faith in public

institutions.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Public Sector Managers and Team Leaders.

e Frontline Government Service Employees.

e Citizen Engagement and Public Relations Officers.
e Policy Analysts and Developers.

e Digital Transformation Project Managers.

e Municipal and Local Government Officials.

e Public Administration Professionals.

e Heads of Government Departments.

Quality Assurance and Service Excellence Specialists.
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TARGET SECTORS AND INDUSTRIES:

e Federal, State, and Local Government Agencies.

Public Utilities and Transportation Authorities.

Public Healthcare and Social Service Organizations.

Educational Institutions and Public Libraries.

Law Enforcement and Emergency Services.

Regulatory Bodies and Public Corporations.

Non-Profit Organizations working with Government.

TARGET ORGANIZATIONS DEPARTMENTS:

e Customer Service and Citizen Support Departments.

Public Relations and Communications.

Information Technology and Digital Services.

Human Resources and Training.

Strategic Planning and Policy Development.

Operations and Service Delivery Units.

Quality Management and Compliance.
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COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Develop a comprehensive citizen-centric service strategy.

e Master advanced communication techniques for diverse and challenging situations.
e Design and map the end-to-end citizen service journey.

o Implement effective digital and in-person service delivery channels.

o Utilize citizen feedback and data to drive continuous service improvement.

e Foster a culture of service excellence within their teams and departments.

e Manage public complaints and service recovery with professionalism and empathy.
e Apply principles of transparency and accountability in all service interactions.

e Enhance inter-agency collaboration for seamless service delivery.

e Measure and report on key performance indicators for citizen satisfaction.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, practical, and engaging,
ensuring that participants can immediately apply their learning in the workplace. This course moves beyond traditional
lectures to create an immersive learning environment. We utilize a blend of expert-led presentations, real-world case
studies of successful government service transformations, and intensive group discussions to foster collaborative
problem-solving. A significant portion of the training is dedicated to hands-on workshops where participants will engage
in activities such as citizen journey mapping and developing service improvement plans. Role-playing scenarios will be
used to build confidence in handling difficult citizen interactions and conflict resolution. Participants will receive
constructive feedback from both the instructor and their peers. The methodology emphasizes reflective practice,
encouraging attendees to connect course concepts to their specific professional challenges and organizational goals,

ensuring a relevant and impactful learning experience.

www.bigben-training.com




COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF CITIZEN-CENTRIC GOVERNANCE

UNIT TWO: MASTERING COMMUNICATION AND INTERPERSONAL SKILLS

UNIT THREE: SERVICE DESIGN AND DELIVERY EXCELLENCE

The Evolution from Bureaucracy to Citizen-Centricity.
Understanding Modern Citizen Expectations and Needs.

The Core Principles of Public Value Theory.

Building and Maintaining Public Trust and Confidence.

The Role of Transparency and Accountability in Service Delivery.
Ethical Considerations for Public Service Professionals.

Introduction to Service Charters and Standards.

Advanced Active Listening and Empathy in a Public Context.
Techniques for Clear, Concise, and Positive Communication.
Managing Difficult Conversations and De-escalating Conflict.
Cross-Cultural Communication and Inclusive Service Delivery.
Effective Written Communication for Digital and Print Channels.
Emotional Intelligence for Enhanced Citizen Interactions.

Presenting Complex Information to the Public Simply.

Introduction to Service Design Thinking for the Public Sector.
Mapping the Complete Citizen Journey.

Identifying Pain Points and Opportunities for Improvement.
Developing and Implementing Service Level Standards.
Designing an Omnichannel Service Experience.

Ensuring Accessibility and Inclusivity in Service Design.

Process Improvement Methodologies for Public Services.
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UNIT FOUR: LEVERAGING DIGITAL TOOLS FOR CITIZEN ENGAGEMENT

e The Role of Digital Transformation in Public Service.

e Utilizing Social Media for Communication and Engagement.

e Developing User-Friendly E-Government Portals and Apps.

o Strategies for Collecting and Analyzing Citizen Feedback Online.
e Managing a Positive Digital Reputation for Public Agencies.

e Data Analytics for Understanding Citizen Behavior and Needs.

e Balancing Digital Innovation with the Digital Divide.

UNIT FIVE: CULTIVATING A CULTURE OF CONTINUOUS SERVICE IMPROVEMENT

e Leading and Championing a Citizen-First Culture.

e Empowering Frontline Staff for Service Excellence.

e Developing Key Performance Indicators (KPIs) for Citizen Satisfaction.
o Effective Complaint Management and Service Recovery Systems.

e Implementing a Continuous Improvement Framework.

e Inter-Agency Collaboration for a Seamless Citizen Experience.

e Future Trends in Government Service and Citizen Engagement.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOWw LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

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 public sector organizations balance the drive for digital efficiency with the need for human-centric, accessible

services for all citizens, including the digitally excluded?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO

OTHER COURSES?

This course distinguishes itself by adopting a holistic and strategic approach to public service, moving far beyond standard
customer service scripts. While other programs may focus on transactional skills, this curriculum is built on a foundation of
strategic public administration theory, such as Mark H. Moore's concept of Public Value, teaching participants not just
what to do, but why they are doing it. It uniquely integrates modules on service design thinking, citizen journey mapping,
and digital transformation, providing a comprehensive toolkit for modernizing government services from the ground up.
The emphasis is on cultivating a sustainable, citizen-centric culture rather than offering temporary fixes. Furthermore, the
course content is deeply practical, focusing on real-world case studies and interactive workshops that allow participants
to apply concepts directly to their own organizational challenges. It addresses the critical balance between leveraging
technology for efficiency and ensuring inclusive, empathetic, and accessible services for all segments of the population,

preparing public servants to be true leaders in service excellence.
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