
SMART CUSTOMER 
SERVICE

SMARTFAQ

Question and answer formats make information accessible, engaging 
and easy to understand. A great online Frequently Asked Questions 
(FAQ) section can transform customer satisfaction and save 
thousands in service costs. The trick is having a SmartFAQ system 
that lets you continuously improve the answers you provide and 
thereby increasing customer self-service and customer satisfaction.

People visit your website for information. The quicker they fi nd it, the happier they’ll be – and 
the fewer customer service calls you’ll get. How much better would it be if your customer could 
help you shape your FAQ area, making your website more useful, intuitive and helpful 
each time?

Benefi ts to your customers
Find answers quickly and easily

Ask specifi c questions

Give feedback

Multiple ways to fi nd information

Benefi ts to your organisation
Enhance customer satisfaction

Save thousands on service calls

Continuous improvement built in

Establish additional FAQ areas

Develop internal knowledge base

No additional training required

 www.gossinteractive.com/smartfaq DATASHEET

The GOSS SmartFAQ allows us 
to understand what questions service 
users have, answer them quickly, 
identify trends and ultimately deliver a 
better service and build relationships 
with our customers.



GOSS SmartFAQ turns your customers into allies; helping them 
to fi nd the answers they need, and helping you to provide an 
even better service next time. SmartFAQ makes your website truly 
helpful and puts the power in your customers’ hands – just where 
it should be.

SmartFAQ’s highly intuitive interface offers a choice of ways to search, while voting and 
question-posting mean you provide great answers to real questions. No guesswork 
required.

What’s more, the versatile SmartFAQ system can easily be repurposed to manage 
Freedom of Information (FOI) requests, run online “question and answer” sessions and 
– importantly – build up your own internal knowledge base, empowering you to provide 
great service all around.

Leading edge web technology from 
GOSS Interactive powers some of the UK’s 
leading websites, including the Met Offi ce, 
Brittany Ferries, BBC, Berkeley Group, 
Virgin Trains and over 70 public sector 
organisations. Built around the multi-award-
winning GOSS iCM content management 
system, our customer experience 
management tools and consultancy 
empower you to deliver web strategies that 
provide enhanced revenues and superior 
customer service.

Customer key features Organisation key features

Introducing GOSS SmartFAQ

Why GOSS Interactive?

Find the answer today
Using GOSS SmartFAQ couldn’t be easier – for your customer, or for you. Being 
more helpful online can save you money on customer service: contact us today to 
fi nd out how much.

Find answers by question, category or 
keyword

See most popular searches

Browse short answers, with links to 
further information

Submit additional questions for 
response

Instant feedback on helpfulness of 
answers

Fully customisable categories and 
headings

Automatic question generation from 
answer text

Enhance poor answers and missing 
questions

Handle responses in GOSS iCM: no 
additional training

Humanise search results by adding 
custom keywords

Run multiple FAQs in parallel

Ideal for Freedom of Information 
management and “ask the leader” 
sessions

W: www.gossinteractive.com,  E: enquiries@gossinteractive.com,  T: 0844 880 3637

Find out more
See how your organisation can improve 
customer service with SmartFAQ.

 www.gossinteractive.com/smartfaq

A NORMAL INTERNET USER SPENDS AROUND

OF ADULTS USE 
SEARCH TOOLS TO FIND 
INFORMATION

OF THEIR TIME ON 
SEARCHES

OF THEIR TIME ON 
READING CONTENT

91%

21% 20%
SOURCE: Pew Internet


