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COMPETENCY FRAMEWORK for CX Agents (Sample)

Clusters

Managing Customers

Competency

Customer Centricity

Definition

Demonstrating a focus on the customer.

Emotion Regulation

Composure, stable mood, resilience, and the ability to stay calm under pressure.

Managing Tasks

Proactivity

Self-initiated action, ability to think on one’s feet. Delivering solutions to customer requests in a
timely manner.
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A

Situational Judgement Test

Psychometric self-report
assessments
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EXPERIENCE

The Foundation

The world's first global organization for customer experience in government

The International Foundation for Customer Experience in Government is a
non-profit organisation headquartered in Canada. Supported by an
International Consortium that forms an assembly of customer experience
thought leaders as well as senior service designers from around the world,
the foundation’s main mission is to build a community of thinkers,
practitioners and academics who collaborate to advance the customer
experience profession in the public sector.

The foundation aims to define a conceptual framework for customer
experience in the public sector as well as create and disseminate practical
transformation tools that are contextually suited for the public sector. The
foundation creates networking opportunities for passionate public sector
customer experience executives, practitioners and researchers across the

globe.
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MATURITY ASSESSMENT

Assessing maturity level of the entity depending on
multiple leading states under each sub-pillar

Introduction
Most good things start with a vision. However, these aspirations can only be realised if combined with more practical iderati wilhina g d This involves first
assessing the current, as-is s to your point. and then using these insights to goals in relation to CX practices
I : | within a set time frame. This roadmap ouﬂlmshwlo move from the current state defined in the baselining stage to the desired state deﬁnodinlhocxwalogy document. That is, what
A‘E‘EEESI ||Ent ESUlt :‘Mmm hmh 'FA]'II'I'IN needs to be changed in terms of policies, procedures, systems, technology, skills and capabilities. It also deals with planning the required r and timefr: Y to make
these changes. [S1] This goal setting should include spedific and measurable objectives to enable the conti itoring of progress. Public: d directi bines all these
ideas into the first pillar of the gov.CX framework. smngasabasisfofbnpwvngyouragmsanonscxwategy It is therefore of principal imp: to the fi rk as a whole.
This pillar begins with defining the leadershi y for embedding CX i ices into the organisati as awhole It then continues by outlining the ideal
usage of the maturity assessment and the resunanl CX strategy and action plan All mese considerations are then guided by a set of governance principles which ensure service delivery
is i y fair, p . and ible. The present pillar is an essential starting peint to improving and developing your CX strategy. It creates a solid foundation for developing

lheolheraleasofyoquXpuney including the design, development, and delivery stages. All the best on this new adventure!

1.1. leadership 1.2. Maturity assessment 1.3. Customer experience strategy

1.4, Action planning 1.5. Governance

For each service included in your agenda of priorities:

1 Do you discuss all vewpoints on the man challenges of the service without rushing Into solutions by discussing your underpinning assumptions of all ypothesis
related to?

What the challenge is,

When it happens,

Where it happens,

What segment(s) of customers Is affected by it,

Why it is happening (causes),

How the future will affect the challenge through any emerging trends/deveiopments on the medium and long term,

What factors shape the challenge today and in the future: social, economic, cultural, political, ete,

What system dynamics the challenge operate within, s elements and how it influences the challenge or get influenced by it

Level 4 Always Implemented

@ Levels  Amost always Implemented

. Level 2 Partialy Impemented .

Level 1 Ad-hoc implementation

Level 0 No Implemntation
As s result To be Result

All rights reserved for the International Foundation for Customer Experience In Government — Canada 2021



MATURITY ASSESSMENT

DIRECTION DESIGN DEVELOPMENT DELIVERY
v Defining CX starting Customer-focused Ensuring human-centricity Focusing on the customer,
(é point, future goals, and approach to the design in service development, B CX Agent, and their
P strategy for of current and future testing, iteration and relationship to support
7/ ‘ improvement. services. deployment. 2 service execution.
Laggin
Overall 1.47 99Ing
4.00 : : : :
CX practices are not implemented at all or implemented in an ad-
hoc fashion and only sporadically.
3.00
Emergin
2.00 erging
Delivery 1.61 Dirqeggon Basic CX infrastruqturg and capabilities are in place and core
00 ' initiatives are functioning.
0.00 .
Practicing
CX strategy and supporting structures are central to the organization
and are continuously implemented and refined.
World-class
Development Desian 1.07 . ) ;
1.82 esign 1. The latest CX practices and leading concepts are the drivers of the

organisation's decisions and main initiatives.
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Join the movement.

MAKE IT

¥ eff rtless®
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info@govcx.org

WWW.ZOVCX.0rg
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