
Key benefits include
  Understand service delivery costs

  Create a baseline for change

  Reusable to measure progress

  Designed for local government

  Robust efficiency savings forecasts

  Granular, service-level data

  Configured to your services

  Based on SOCITM principles

  Communicate costs and objectives

  “Whole organisation” picture

 www.gossinteractive.com/service-analysis-tool DATASHEET

GOSS worked with us to see 
where savings could be made by 
Channel Shifting to the web. We 
realised if we could move a third more 
activity to the web, we could achieve 
some major efficiency savings.

ANDREW PICKESS, BUSINESS DEVELOPMENT 
MANAGER, BASILDON BOROUGH COUNCIL

Service Analysis Tool

An astonishing number of Local Authorities attempt to make 
customer service efficiency savings without first establishing a clear 
picture of their current service delivery channels and costs. 

Making an accurate and detailed analysis of service channels enables you 
to understand how customers deal with your organisation today, and how 
this could change in future. Importantly, it also enables you to understand 
how much each transaction costs currently, and how much you could save 
by shifting more transactions to lower-cost channels.

With the GOSS Service Analysis Tool you can establish a robust, realistic 
view of your current channel usage and transaction costs, and calculate 
potential savings from moving transactions to alternative channels.

MODEL YOUR
CHANNEL SHIFT
COST SAVINGS



With up to 800 different services and as many as eight different 
service delivery channels, many local authorities find it hard to 
capture interaction data, let alone analyse and interpret it. The 
GOSS Service Analysis Tool gives a simple and proven framework 
to enable that data capture and analysis to happen.

Over a pre-defined period, each service team uses the intuitive online tool to capture 
information about its customer interactions and transactions, with the minimum possible 
disruption.

Channel Shift experts from GOSS then extract and analyse this data using principles 
approved by the Society of Information Technology Management (SOCITM). This results 
in an authoritative report on the cost of dealing with customers, across your organisation 
as a whole rather than in narrowly-defined “customer service” roles – and quantified 
savings from future change.

Get maximum value from your service 
analysis with these additional services: 

  Senior management  
engagement workshop:  
Top-level commitment is critical in a 
process affecting every part of the 
organisation. Our consultants help 
managers to understand the potential of 
Channel Shift.

  Detailed Channel Shift 
recommendations:  
A further, more detailed report based 
upon your Service Analysis process, 
detailing specific recommendations for 
your Channel Shift journey.

  Presentation of findings: 
To engage and enthuse key managers 
and personnel for the next phase of 
Channel Shift, a presentation outlining 
important findings from your Service 
Analysis work.

Key features

Introducing the GOSS Service Analysis Tool

Our core Service Analysis Tool service is 
a three-step process, comprising:

1   Initial kick-off workshop: A half-day 
workshop with GOSS local government 
specialists, helping up to 100 managers 
to understand, value and champion the 
process.

2   Exclusive GOSS Service Analysis 
Tool: Tailored to your organisation’s 
services, making it easy to capture 
essential data on customer interactions 
with the minimum of fuss.

3   Expert channel analysis report: 
Evaluating customers’ service needs, the 
true cost of customer interactions across 
the whole organisation and forecasting 
potential Channel Shift savings.

POTENTIAL COST SAVINGS IDENTIFIED  
BY BASILDON COUNCIL USING THE GOSS 
SERVICE ANALYSIS TOOL.

£1m

Get started today
You can’t manage what you can’t measure. Contact us today to see how we can 
help you establish the true cost of your customer interactions – and see where you 
can save. 
 
W: www.gossinteractive.com  E: enquiries@gossinteractive.com  T: 0844 880 3637

Get started now
Complete our online form  
to get started. 
 
 
www.gossinteractive.com

Channel Shift specalists from GOSS 
Interactive have delivered numerous 
projects across the public sector using our 
unique Six Steps to Channel Shift strategy. 
Over 70 organisations have worked with 
GOSS to achieve successful Channel Shift, 
often with seven-figure cost savings. 

Why GOSS Interactive?

LEADERSHIP

CUSTOMER INSIGHT

CHANNEL INSIGHT

CHANNEL ACCESS STRATEGY

CHANNEL IMPROVEMENTS

PROCESS IMPROVEMENTS


