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Developed in 2006/7 with consultants Straightforward.  Led by Sue White.
Now rolled out as part of appraisal process.

Identifies with our customers and 
uses effective communication 
techniques to build positive 
relationships, making customers 
feel valued and respected
N.B. Customers refers to colleagues, 
students, academic staff, members 
of the public and external suppliers.

[Example of competency]   
Building excellent customer 
relationships

Competency Framework
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Learner - requires development Competent Expert - develops others

Keeps negative emotions under control 
(i.e. anger, frustration, use of inappropriate 
language or becoming openly 
upset/distressed).
Maintains effectiveness in spite of personal 
issues.
Demonstrates loyalty and commitment to the 
Service and to colleagues – doesn’t criticise 
others.
Respects difference and diversity.
Considers the views of others before acting.

Treats all customers the same, and doesn’t recognise that some customers need a different approach.
Makes excuses to customers without explaining reasons.
Avoids contact with customers preferring to complete other tasks.
Is rude or dismissive of customers, failing to offer help and advice.
Does not pay attention to personal image, including personal hygiene

Readily acknowledges customers -  with eye 
contact or a greeting.
Puts customers at ease and makes them feel 
valued and important.
Uses non-verbal communication (e.g. body 
language, eye contact and voice tone) to build 
rapport.
Demonstrates genuine empathy and warmth.
Treats all customers as important.
Shows courtesy and respect regardless of 
hierarchy.
Is pleasant and positive even in 
difficult/sensitive situations.
Modifies own style and language to reflect the 
communication needs of the other person.
Listens to people and is open to their ideas.
Understands others’ perspective.
Acknowledges and respects others’ views when 
they are different from own.
Uses straightforward language, avoiding the 
use of jargon.
Is courteous, professional and honest; does not 
make up excuses.
Takes ownership for communication about 
information which affects your work e.g. goes 
and finds out.

Listens carefully to a customer’s problem or 
request and asks questions to get to the heart 
of the issue; does not assume their needs.
Reads signs from others, tailors style to meet 
audience’s needs.
Considers a range of options/methods when 
communicating to a broad audience and 
selects the most appropriate style and 
approach (i.e. e-mail, face to face, newsletter).
Uses questioning and active listening to build 
rapport.
Consciously varies the pace and style of the 
conversation to achieve the best outcome 
   e.g. when dealing with complaints/issues.
Talks confidently to groups of different sizes 
and in different settings.
Presents material in an appealing and engaging 
way.
Uses different influencing styles to shape 
customer’s requirements and achieve desired 
outcomes.


