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CSE: the Anglia Ruskin 

Experience



• Quick run through the history

• Q&A

• Anglia Ruskin University CSE award 

achievements

• What next?

Our CSE journey



University Library

Anglia Ruskin University

Customer 
Service @ ARU



• Investors in People

• Charter Mark

• Process innovation taken forward into 

whole University CSE assessment

• Comments forms

University Library input



Comment Forms



• All staff CSE training

• Customer Care Handbook

• Student Charter

• Corporate Service Standards

Improvements for students



• Process for annual assessment

• Three year cycle

• Each year we put forward our 

innovation and improvements

How the Library contributed



• Creation of Training and Quality 
Co-ordinator post

• Assessment plan
• UX training and mini projects
• Visits to other institutions and evidence of 

ideas implemented
• 7 step marketing toolkit (Sunderland)
• Feedback landscape

Examples of evidence:



Feedback Landscape



7 Step Marketing Toolkit



Gathering evidence (2013)



Listing evidence (2016)



• Is there anything you would like to ask 
before we move on?

• Particular themes you find hard?

• Particular evidence you find hard to 
gather

Q&A



• Held since 2010 as a whole institution

• Was one of two universities that held it 

for the whole institution

• 24 compliance plus status

ARU and CSE



Would be gained for:

• Innovative initiatives 

• Level of detail within procedures

• Considerations across customer groups

• Level of customer service shown 

through interviews

Compliance Plus



• Significantly developed a sense of 
accountability across ARU for the customer 
service provided by each service since 2010. 

• ‘CSE Champions’ group
-representation and accountability across 
the University

• Evidence can be collected from across different 
departments, not every element needs to be 
evidenced by every department. 

Whole university CSE accreditation
Strengths



• Not needing to provide evidence from 
every service can breed inconsistency in 
standards across the university with areas 
almost being able to ‘pick and choose’. 

• Collection of evidence becomes more 
complex as does the organisation of 
interviews

Whole university CSE accreditation
Weaknesses



• Time to reflect on time and resource vs 
scope of impact and benefit

• Starting to find that the criteria created 
conflicted with what services needed 
(e.g. official complaints process, 
element 4.3.6) 

• Unanimous agreement 

Why ARU are no longer pursuing the 
CSE accreditation



• Reconvening CSE Champions Group 

as a Task and Finish Group

• External model vs development of 

internal model

Replacing CSE



Servicemark

Matrix Standard

Customer First

ARU internal Model  

Alternatives



• It held us (and the University) to 

account with an external standard

• It highlighted the customer to all ARU

• It highlighted the customer to all the 

University Library

What have we gained from CSE?



• We have made changes to our internal 

processes (comments)

• We have instigated changes as a result 

of customer feedback

• NSS and LibQUAL show increased 

satisfaction

And the customer?



NSS and LibQUAL



• Diane.Hilton@Anglia.ac.uk

• Norman.Boyd@Anglia.ac.uk

Further Questions?


