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“More and more 
citizens...expect 

the superior 
self-service 

experiences that 
they find in the 
private sector.”

Channel shifting and multichannel enablement in the public sector

1. The challenge
 Government agencies are constantly 

searching for ways to serve the needs of 
citizens more effectively and responsively. 
More and more citizens are now used to 
getting their information and completing 
transactions online and expect the 
superior self-service experiences that 
they find in the private sector. They expect 
this level of service from government 
authorities, and they want it on demand, 
24 hours a day, seven days a week. 

 This paper will discuss: 
  

 enabling channel shift 
  

 reducing unnecessary contacts 
 
  providing citizen self-service 
 
  driving contact centre efficiencies 
 
  demand management 
 
  future proofing.  
 

 
It is clear that some public services require a ‘hands on’ 
approach, for example, social care. These services cannot 
actually be delivered via a virtual system like the web, 
although some of the functions that support the service 
can certainly be shifted. Examples would be booking 
appointments, choosing services, assisting carers with choices 
or even assisting carers to report back to the office. However, 
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 service delivery is not just about external services; services 
can be delivered to the internal clients too.  
 
The obvious choices for shifting are those services in which 
the delivery number is greatest and the service is capable 
of becoming digital. An example would be the booking and 
notification of school placements. Occurring at a couple 
of peak times during the year, the volume is high, as is the 
expectation for the process to be carried out online (high 
customer expectation of a service being delivered online is an 
important factor to consider when looking at channel shifting).
The overhead of taking calls and the administration cost of 
school placements is very high. Savings are achieved both 
by reducing calls and by automating the back-end process. 
Some councils are achieving high levels of use for electronic 
school placements systems, with well over 50% preferring 
to book and be notified of their placement by this method. 

 We are not talking about closing down call centres; there will 
always be times where citizens need to talk to a human  
being and for effective customer service there should always 
be the option of multiple touch points. The majority of  
enquiries, however, tend to be simple and repetitive business  
that can be answered as easily by providing the information  
online as by making a call.

1.1. Why become a multichannel 
organization? 

 Improve access 

 Offer a variety of contact options that allow the public 
to interact with you, using a method of their choice. 
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“The obvious 
choices for 
shifting are 

those services 
in which the 

delivery number 
is greatest and 

the service 
is capable 

of becoming 
digital.”
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 Improve service 

  Deliver a level of service that traditional channels are not 
  able to fulfil.

 Improve service 
  Encouraging use of the service by making it available 

 in more places.

 Create cost efficiency 
  Maintain high quality, without increasing the cost of service. 
  

For the public sector the cost shift from face-to-face (£8.21),  
to telephone (£3.21) and then to Web (£0.39) can create  
savings of up to 95%. 

 Socitm (The Society of IT Managers) produced a set of costs for 
each of the channels. The benchmarking work they carried out 
show the costs per visitor to councils as being £7.40 for face-to-
face, £2.90 for the telephone and just £0.32 for web enquiries. 

 We are not talking about reduced service provision or taking 
the human aspect out of the equation. If anything, it is about the 
benefit of self-service: people being able to solve their query 
online, whenever they want and without the need for the phone. 

 So what sort of services would these be? In the public sector, 
and more specifically for local authorities, it is about making 
the services that can be or are online as effective as possible. 
This will ensure that citizens can transact without the need 
for contact by other means. By effective, we do not mean 
just putting the process online; the process needs to be an 
end-to-end solution, which is then multichannel enabled. 

 

Channel shifting and multichannel enablement in the public sector
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A selection of devices that a customer might use. 

  
So there you have it; try looking at how you can migrate your 
users to a more cost-efficient and more effective channel, 
rather than simply making your contact centre leaner. 
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Smart TV Tablet Smartphone

Gaming Self-service terminal Email

Telephone Laptop Desktop PC
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2. How Transversal helps 
 public sector 
 organizations
 Transversal’s solutions can dramatically drive benefits and  

savings in three key areas: 

    
  enabling citizen self-service  
 
  driving contact centre efficiency  
 
  delivering employee self-service. 

2.1. Enabling citizen self-service 
 In the aftermath of recession and the deepest cuts in 

government funding for a generation, budget constraints 
mean fewer resources to upgrade government services. 
So how can government organizations address these 
challenges and still improve service and increase efficiency 
for citizens, businesses and their own employees? 

 In an environment of ever-increasing expectations and 
continually shrinking funds, doing more with less  
takes innovative thinking. 

 Transversal’s intelligent self-service solutions help citizens 
obtain information, apply for services and complete 
transactions more quickly than ever before. These facilities 
streamline formerly cumbersome tasks and make it easier 
to navigate and access large volumes of information. 

  
 
 

Channel shifting and multichannel enablement in the public sector

“In an 
environment of 
ever-increasing 

expectations 
and continually 
shrinking funds, 

doing more 
with less ”
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Imagine if, in minutes, from their home, office or mobile device,  
citizens could: 

  access the answers they need to help them  
 with housing, benefits and environmental issues. 

  access social services information and applications.

  apply for specific services using built-in electronic  
 forms. 

2.1.1. Example: Oxbridge City Council 
 The local authority of Oxbridge - an obscure but up-to-date 

county - has a website that offers several channels and access 
points for self-service. 
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Transversal’s Site Search provides a 
full natural language search capability 
for websites, building on the industry 

leading search technology within 
Transversal Knowledge. 

Prominent position for citizen 
self-service entry point.

Most frequently asked questions could be 
published in a more prominent ‘front-page’ 

position to provide easy navigation for citizens. 
These FAQs are dynamic therefore they will 
provide a ‘finger on the pulse’ for OCC. We 
know what our citizens are interested in.Transversal can supply 

location-specific 
knowledgebases.

Natural language 
search with conceptual 

understanding.

Transversal can support 
multiple knowledgebases.
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 First, there is a search box called ‘Got a question?’. This 
invites citizens to self-serve by querying a knowledgebase of 
questions and answers, assembled from the enquiries that the 
council frequently handles. Users can search by entering full 
natural- language questions or keywords.  
 
For broader coverage, citizens can also use the Transversal 
Site Search. Replacing the council’s older site search, 
this applies intelligent Natural Language Processing to 
all content on the site, whether it is in the self-service 
knowledgebase, in news articles or on normal content pages. 

 

 
 

To make self-service more visible, content from the 
knowledgebase can be exported through the Transversal 
Open API XML feeds and displayed anywhere on the site. For 
example, the ten most frequently asked questions can be  
embedded on the home page or other high-traffic pages.  

Channel shifting and multichannel enablement in the public sector

“To make self-
service more 

visible, content 
from the 

knowledgebase 
can be...

displayed 
anywhere on  

the site.”

Transversal can direct. FAQs / 
Knowledgebase content into 
any area of the OCC website 

using Transversal Open 
API. The content from the 

knowledgebase is dynamic 
therefore highlighting the 

most frequently asked 
questions or know-how on a 

given subject.
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 This saves citizens from having to hunt for information in one  
specific place, which can be useful for demand management  
during seasonal problems (frozen pipes, school holidays, bin  
collection, etc.). 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  
The answers from the knowledgebase contain rich content,  
such as video demonstrations, downloadable forms or links  
to further information, helping the citizen to complete a task  
or to otherwise solve their problem in full. There are also  
automatically generated cross-references to related answers,  
which help the citizen to frame follow-up questions or to clarify  
their initial one. This emulates conversation with a human  
agent. When a person rings a contact centre and asks  
a question, that question is usually followed by a second  
and a third. 

Automatically 
generated related links 

to provide follow-on 
questions.

Context related  
adverts. Automatically 

aligned to queries 
requested by the citizen.

Navigate across taxonomies. 

Sign-posting / links 
to relevant online 

functionality to complete 
the tasks appropriate 
to your question. This 

could be multimedia files 
(video, etc.) or escalation 
to a form or links to other 
web-based information.

Enable citizens to rate 
responses to capture feedback 
and improve knowledgebase.

Search across  
categories / taxonomy.

Natural language search with 
conceptual understanding.
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 Once they have read an answer, citizens can leave feedback 
on how well their question has been answered. This feedback 
helps the council to spot gaps in the information available 
and to grow a more mature, in-depth knowledgebase. 

2.1.2. Citizen self-service user journey 
 With the Transversal solution installed on the website, 

members of the public can serve themselves online before 
escalating to email or a call. By serving the data through our 
API, we can display self-service content anywhere it is likely to  
be visible and helpful. 

 Transversal solutions become vital tools in demand  
management. This is most evident when seasonal  
issues, for example, winter snow and frost dramatically 
increase emails and calls to the contact centre. Examples of 
these problems are potholes in winter, gritting icy roads or bin 
collection in bad weather. In the following example we focus 
on a typical citizen journey, when a person’s boiler has  
broken down.  

 Scenario: 
 It is an icy December in darkest Oxbridge. Jane wakes up 

to discover that her boiler is not working and the house is 
freezing. She turns on her computer (or grabs her smartphone) 
and finds the website of her local council. The first thing she 
sees on the site is the following link:  

 

 

 Jane follows the link and is taken to a self-service diagnostic 
form. This enables her to identify the likely problem with her 
boiler by clicking through a simple series of questions.  

Channel shifting and multichannel enablement in the public sector

“...members of the 
public can serve 

themselves 
online before 
escalating to 

email or a call.”

If you are having problems with heating, or you have 
frozen or burst pipes, please click here
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 First, she is asked to identify the main issue or problem: 

 What is the nature of your problem? 
   

 boiler problems 
  

 burst / frozen pipe(s) 
  

 other.
  

 
She selects ‘boiler problems’. This automatically generates a  
new question: 

 Please select your boiler type: 
   

 condensing boiler
  

 combi boiler
 

 regular boiler 

  system boiler 

  unknown.  
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Tell Us Your Problem

Boiler
Problem

Burst /
Frozen
Pipe

Other
Problem

Select Model

How to Re-light Your Boiler

Potterton
Big Yellow

Boiler

Acme Small
Green Boiler

Acme Small
Green Boiler
with Knobs

Enter Postcode

CB1 9NE GO

Contact Us

Email Us Call: 01223 303 11

Still have a
problem?

Get more help

Select Boiler Type

Condenser Combi System Regular Unknown
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 She clicks on ‘combi boiler’ and is then offered a list 
 of models:

 Please select your make and model of boiler:
   

 Potterton big yellow boiler
 
  Acme small green boiler
 
  Acme small green boiler with knobs on.

 After selecting the ‘Acme small green boiler with knobs on’, 
 Jane is offered a video that shows how to relight this specific 
 model of boiler. 

 At this point, the problem might be solved. If, however, 
relighting does not fix the boiler, further help is offered through 

 an option to ‘Get more help’. 

 If Jane decides to ‘Get more help’, the site then prompts 
her for a postcode. At this stage any number of escalation 
channels can be offered, for example, email or telephone. 
If she calls the telephone number provided, she will be put 
through to an agent who specializes in combi boilers and 
who covers her postcode area. This agent can quickly help 
over the phone and can escalate the issue by sending out 
an engineer if needed. Through the record of Jane’s self-
service activity, the agent already knows the model of her 
boiler and whether she has viewed the relighting video. 

 
 If Jane decides to escalate her query via email, she can 

complete a dynamic form offering the chance to give more  
detail on the problem (but not asking things that have already 
been captured from the session). The email is then sent  
to the appropriate team. When the team receive the email  
they have a complete audit trail of what Jane looked at  
before she escalated to email - helping them to answer the  
email quickly and effectively. 

Channel shifting and multichannel enablement in the public sector
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 Self-help applies similarly in other common problem scenarios, 
such as highways, environment, benefits, housing, etc.   
A summary of the benefits include: 

    
  ease of use  
 
  contact centre call deflection  
 
  improving the service to the citizen  
 
  increased demand  
 
  creating cost efficiencies.
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“Self-help 
applies 

similarly in 
other common 

problem 
scenarios, 

such as 
highways, 

environment, 
benefits, 

housing, etc.”
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2.2. Driving contact centre efficiency 
 

Transversal’s contact centre solution will ensure that your 
agents can provide a consistent level of service and response 
through easily accessible, accurate and up-to-date information. 

 The Transversal contact centre solution: 

   keeps all product and service information  
  together in one place 

 
  is accessible over the Internet by teleworkers or  
  outsourced staff  

   helps to ensure that all agents in the contact   
  centre, or across multiple contact centres, give 
  consistent advice to the public 

   gives agents quick access to complex information   
  without their having to consult technical documents 
 

   reduces dependence on memory 
 

   reduces knowledge drain. Agents’ expertise is   
  captured and preserved in the knowledgebase   
  after they leave the organization 
 

   helps new agents to quickly acquire the    
  knowledge they need to handle enquiries 
 

   helps agents to familiarize themselves with  
  new services 

 
  reduces investment in training agents.  

Channel shifting and multichannel enablement in the public sector

“...provide a 
consistent 

level of service 
and response 
through easily 

accessible, 
accurate and 

up-to-date 
information.”
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  The following are just some examples of how Transversal’s 
 platform delivers efficiencies to the contact centre: 
 
 Agents can suggest new content (for example, FAQ responses) 

for the knowledgebase. Such a facility makes agents feel that 
their input is valued. 
  

 A custom quality control process ensures close control of  
content in line with internal policies and workflows. 

 The solution can also be used as a ‘signposting’ tool, to  
provide a single access point into other back-office 
solutions (for example, SAP) that agents use. 

 The process of training and educating agents on specific 
responses is dramatically reduced since they have 
immediate access to the knowledgebase that contains the 
relevant information. For example, at Mothercare, agent 
training was reduced from three weeks to just eight days. 
Furthermore, new training that needs to be applied to all 
agents (for example, elections or new council initiatives) 
can be quickly broadcast through the knowledgebase. 
Service managers are able to broadcast training to agents 
and then monitor if the training guides have been read and 
accepted. This facility reduces training lead times and costs. 

 
When agents leave they do not take their knowledge away.  
All interactions and responses are tracked and recorded  
by the system. 

 
Agents can identify experts who may be able to help with  
an enquiry, through an ‘Expert Directory’ that details  
experience and competencies. 

Proprietary and Confidential to Transversal                                                                                                                     

“The solution 
can also be 

used as a 
‘signposting’ 

tool, to provide  
a single access 
point into other 

back-office 
solutions.”
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2.2.1. Collaboration 
 A collaborative network, unlike enterprise social software, 

is a work-centric network that focuses on managing 
projects and solving issues within the organization. 
Collaborative networks consist of intranets, extranets and 
knowledgebases and are designed to solve issues more 
efficiently and to harness the wisdom of crowds. 

 Transversal offers collaboration tools as a web-based 
service and communications vehicle designed to merge 
data to solve business objectives. You can select team 
members to dynamically connect and collaborate around 
the data. All agents can then solve business issues 
efficiently since all of the data, teams and content are in 
one location. 

 Advisers can highlight their areas of expertise and core 
competencies. Key experts can be flagged up to other 
advisers dynamically, for example, when they are handling 
a telephone enquiry, or by browsing an ‘expert directory’ 
that functions as a ‘Facebook’ for the enterprise. 

 

  
An example of a possible ‘Expert Directory’. 

Channel shifting and multichannel enablement in the public sector

“Transversal 
offers 

collaboration 
tools as a 

web-based 
service and 

communications 
vehicle 

designed to 
merge data to 
solve business 

objectives.”
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2.3. Employee self-service 

2.3.1. HR departments and other Shared 
Services functions can benefit too 

 Human Resources (HR) processes and activities in any  
organization are some of the most sensitive processes and  
can impact each and every employee at some point during  
the hire-to-retire life cycle. 

 Employee information, management and support are 
processes that are mostly independent of location and can 
often be outsourced. Employee self-service and HR  
Adviser/Manager self- service are critical to the smooth  
transformation of such services. 

 Employee self-service solutions (such as Transversal’s 
uniquely efficient Human Resources Adviser) are now being  
widely adopted, providing HR Shared Services organizations  
with greater efficiencies and savings.

 By offering organizations employee self-service technology as 
part of the overall contract, not only can engagement increase, 
but the cost to service the key HR processes is dramatically reduced. 

2.3.2. Enterprise and Human Resources   
 Adviser 

 Transversal’s Enterprise solution turns HR manuals and  
policies into a self-service knowledgebase that answers 
common questions immediately, reducing the need for  
employees to contact the HR department.

 Employees type in a question or browse the most frequently 
asked questions in each category and suitable answers are  
retrieved from the knowledgebase using natural language 
search. If there is no relevant information in the knowledgebase, 
the system provides the opportunity to email the query 
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“Transversal’s 
Enterprise 

solution turns 
HR manuals and  

policies into 
a self-service 

knowledgebase.”
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to the relevant team. New answers can be added to the 
knowledgebase with new content automatically prioritizing 
itself to make it immediately available to all employees. 

 Human Resources Adviser’s online knowledgebase is easier 
to distribute than a paper manual, is available 24/7 and it 
enables employees to seek information on sensitive topics 
anonymously. Unlike a paper manual, it can also be modified 
at any time. Information is kept naturally up–to-date by saving 
and publishing HR staff’s responses to new issues as they arise.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Channel shifting and multichannel enablement in the public sector

“...easier to 
distribute than 

a paper manual, 
is available 24/7 

and it enables 
employees 

to seek 
information on 

sensitive topics 
anonymously.”
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 Real client benefits: 

   Has automatically answered 85%     
  of all questions asked by employees.  
 
  Has reduced contacts into the HR department by 69% 
 
  Has increased employee satisfaction levels to 92%. 

 
  A Transversal client redeployed 11 HR Adviser   
  FTEs, reducing the number of FTEs. Handling calls  
  and emails from 18 to 7. 
 
  Reduces unnecessary calls and emails.  
 
  Keeps answers 100% consistent.  
 
  Gives immediate answers 365 x 24. 
 
  Improves insight into employee concerns and   
  question trends. 
 
  Enables advisers to quickly respond to enquiries   
  with new content.

    Tracks content history. 
  
  Expands easily into other departments such as   
  Finance and Accounting. 

Proprietary and Confidential to Transversal                                                                                                                     
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3. Self-service innovations
 Transversal’s pedigree stems from two 

of the world’s most famous research 
and development centres: Cambridge 
University and Caltech. In this strong 
tradition, Transversal continues to deliver 
innovative, cutting-edge technology 
solutions that deliver incredible return 
on investment to our client base. 

3.1. Site Search
 Transversal’s Site Search provides a full natural language 

search capability for websites, building on the industry 
leading search technology within the Transversal Knowledge 
platform. The search crawls all content, including HTML 
and PDF documents, within the public area(s) of your site. It 
analyses the content to produce a comprehensive index of 
key terms, phrases and concepts within the site web pages. 
By drawing on this index, it matches search terms intelligently 
and can prompt customers about the content available. 

 Auto-completion functionality comes as standard, so that when 
a customer types in the search box, the system can make 
suggestions for completing their search query. All suggestions 
are derived from the current content of the site, meaning 
that customers will always be presented with actual results.

 Searches can be run over an entire domain, a subdomain 
or selected directory on a website. They can also be 
run across multiple domains, with the results from 
different websites presented in a unified list. Results are 
output using a fully customizable template to match the 
site’s branding and any other layout requirements.

Channel shifting and multichannel enablement in the public sector

“Transversal’s 
Site Search 
provides a 
full natural 
language 

search 
capability for 

websites...”
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“Prescience™ 
monitors trends 

in user activity 
over time 

and applies 
intelligent 

processing 
techniques to 
highlight any 
behavioural 

patterns.”

3.2. Prescience™ 
 Prescience™ monitors trends in user activity over time and 

applies intelligent processing techniques to highlight any 
behavioural patterns. It then uses these trends to form 
conclusions about any user’s future actions, based on their 
similarity to those of previous users. The information used to 
derive these conclusions can come from any source available, 
including transactional information, demographics, market 
research, and so on. Based on these results, Prescience 
provides recommendations on how the system should interact 
with a user, since analysis is only valuable if turned into action. 
Examples of proposed action could be to choose whether 
to contact a user by phone or by email, determining the best 
time period in which to contact them regarding an email, or 
deciding which visitors to your website could most successfully 
be converted to customers by offering a web chat.

 The analysis undertaken by Prescience can help reduce 
contact volumes by providing you with intelligence 
that enables you to take proactive steps in relation to 
incoming contacts. For example, 22% of repeat calls 
involve downstream issues related to the problem that 
prompted the original call, even if that problem itself was 
adequately dealt with at the time . Prescience monitors 
these interactions and identifies trends. Based on those 
trends, it offers recommendations, for example if a significant 
proportion of the people who phone a contact centre for a 
new service later call back for advice on using that service, 
Prescience could identify this correlation and proactively 
suggest usage advice is given during the initial call.

 
 
 

Prescience powered 
search on mobile.
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Channel shifting and multichannel enablement in the public sector

3.3. Web Chat
 Transversal’s flexible knowledge platform can easily be 

integrated with third party chat technology, enabling it to 
be used proactively and reactively to support online self-
service in customer facing and enterprise implementations. 
Chat sessions can be triggered by a set of customizable 
parameters, and our solution can automatically spot 
when a customer is having trouble and offer personalized 
support. Triggers could include how long a customer has 
been on a certain page (for example payment screen); 
specific search terms (‘how can I find out x’) or which 
FAQ has been viewed (‘can I pay by debit card?’).

 Thanks to deep integration with our self-service 
solutions, knowledgebase content can be easily 
distributed whilst maintaining a consistent message.

3.4. Promotion Engine™ 
 Transversal’s Promotion Engine™ is a publicity tool that works 

in conjunction with our web self-service and enterprise 
solutions. Based on the Transversal Knowledge platform, 
the technology ensures that any advertising or information 
displayed is relevant according to the individual. It can also 
begin to anticipate what customer or internal user might look 
for next. All of this provides customers and internal users with 
a clear route to purchase or find to more information. 
 
The built-in reporting facility lets you monitor campaign 
performance by tracking the number of impressions and 
click-throughs in real-time and make informed decisions about 
overall business objectives. In addition, having access to 
such in-depth knowledge means administrators can tweak, 
update or remove adverts according to what is successful.

“The solution 
can also be 

fully integrated 
into any 

existing third-
party systems.”
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3.5. SEO 
 Transversal optimizes self-service content for commercial 

search engines so that queries originating from the wider  
web are properly directed. 

 With most people going to Google as their first search 
option, having search engine optimized content across your 
whole website, including the knowledgebase, can help 
enhance your ranking. For example, Barclays recieves 35%  
of it’s self-service search traffic from Google as a result of  
our optimizations.

 Barclays receives 35% of its self-service search traffic from  
Google. Information becomes more accessible and processes  
become more efficient for all citizens. It is all about doing what  
people expect. 

 
Using Transversal’s self-service technology, organizations 
can expect a reduction in calls to the contact centre of about 30%, 
based upon the fact that citizens will be able to self-serve 
easily and effectively from the web.  
 
 
 
 

Proprietary and Confidential to Transversal                                                                                                                     

“...providing your 
customers with 

a seamless 
experience 

across all 
channels.”

Barclays
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3.6. Correspondence Management
 Transversal’s correspondence management facility, which 

can be built into all of our self-service solutions, features a 
unified, multichannel correspondence history and integrates 
fully with your knowledgebase for easy sharing of information.

 The correspondence management function covers 
all correspondence channels integrating email, 
secure messaging, SMS and other contact methods 
as required. Powerful workflow capabilities and a full 
audit trail mean that you can respond to customers via 
their channel of choice and keep a unified history that 
records message content, attachments and the agent(s) 
involved in each exchange (confidential data, such as 
credit card details, is blocked from the display).A single 
installation can have multiple email inboxes, each with 
its own language, workflow and assigned agents. 

Channel shifting and multichannel enablement in the public sector

“Using 
Transversal’s 

self-service 
technology, 

organizations 
can expect a 
reduction in 
calls to the 

contact centre 
of about 30%.”
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 Incoming correspondence is sent automatically to the right 
inbox according to subject or language. Correspondence 
that remains outstanding after the time specified by an SLA 
can be referred automatically to senior agents.

3.7. Reporting and analytics
 Transversal’s built-in tools enable comprehensive, real-time 

reporting capabilities covering areas such as performance 
and usage statistics, identification of different entry points 
and changes to the core knowledgebase. All data can be 
exported to standard reporting formats, including XML and 
Excel, allowing you to make informed business decisions 
and tailor information to reflect behavioural trends. Reports 
can be customized to suit your individual requirements.

 The accompanying statistical analysis tools enable you to 
derive insight and meaning from your performance and 
usage data and use it to further enhance your customers’ 
experiences and deliver real-time decision support. For 
example, you can identify the most searched for topics; 
information that can help determine where content is 
missing or needs to be improved so that updates and 
additions can be made proactively.

3.8. Mobile
 Transversal’s flexible content delivery and standards-

compliant design make serving mobile customers as 
simple as making a call. However, our mobile self-service 
does not need special content; it shares content with the 
client’s web self-service solution. An interface specifically 
designed for mobile is simply put in front of the core 
knowledgebase and search technology. Any content 
specific to mobile customers is flagged so that it appears 
only on the mobile site. Transversal has also developed 
mobile web applications such as a branch finder and 
currency converter. These can be incorporated into self-
service pages and given the same design and branding.

Proprietary and Confidential to Transversal                                                                                                                     
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4. Customer benefits
 Transversal’s clients have already achieved 

huge savings across all of these processes. 
Here are just some examples, more of which 
can be found later in this document:  

   30% reduction in contact centre 
  calls; 40% reduction in calls to stores 
 helpline; full ROI within 12 weeks of launch.

 Barclays 97% of questions answered automatically   
 online; 13% clickthrough rate for online 
  advertisements; £1 million additional online 
  revenue per month; won the prestigious FST  
 Award for ‘Best Use of New Media in  
 Customer- facing Environments’. 

  Over 99% find the right answer first time 
 without needing to send an email; huge 
  reduction in call-handling times and emails-per- 
 user rates.  

 

Channel shifting and multichannel enablement in the public sector

“...built-in 
tools enable 

comprehensive, 
real-time 
reporting 

capabilities...”
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 Contact centre call reduction 
  Standard Life inbound calls were reduced by 20%  

  Mothercare inbound calls were reduced by 30%

  Royal Mail inbound calls were reduced by 21%. 
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20% 30% 21%
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 Email reduction 
  BBC reduced emails by 65% 

  Royal Mail reduced emails by 50%.

Channel shifting and multichannel enablement in the public sector

65% 50%
65% 50%
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5. Final thoughts
Not from us but from our clients...
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”

 We would recommend Transversal and the knowledgebase 
solution to every contact centre!  
 
Stephen Mitchell,  
Digital Consumer Experience Manager 

“

 ...the relationships built have been great as we continue to work with and 
learn more about how to do things. We have a lifeline toTransversal for 
continuous improvement and learning... Working withTransversal has been 
a really positive experience for us as they are passionate and clearly 
experts in their field.TheTransversal team have really supported our needs 
and helped us to get our heads around and understand the technology 
which has really made it work for us. On top of that, they are great people 
to work with which really helps the whole ‘working in partnership’ concept 
live and breathe.Transversal has helped us move forward with our 
knowledgebase and we continue to work with them on phase two of [self-
service solution] Sarah which is even more exciting!  
 

Brenda Shields,  
Head of Consumer Modernisation

“ ”
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“
 The Transversal product provides immediate answers to questions via the 

FAQ knowledgebase. To date, less than 1% of customers using the iPlayer 
Help service have sought further help. In addition the continuous innovation 
demonstrated through our technology partnership with Transversal has resulted 
in this technology meeting the needs of the vast majority of users wanting tickets 
for BBC shows and answers to general queries on almost every aspect of the 
BBC so consistently demonstrating its value to the service we provide the BBC. 
 
Neil Doherty,  
Head of Service Delivery 

”
“

”

 Working with Transversal has 
helped underpin our online growth 
and has given us unparalleled 
insight into our customers’ 
requirements through the ability 
to analyze the questions they are 
asking.  
 
Nicola Morrison,  
Online Manager 

 

“
 BBC Audience Services runs 24/7 

and we were seeking effective self-
service capabilities that would free 
staff time and enable them to have 
a greater focus on value-added 
services. Transversal’s technology 
has been integral to helping us 
achieve this goal. Extending the 
contract with Transversal has made 
perfect sense.” 
 
Jonathan Rush,  
Head of Business 
Development 

”
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 The introduction of smart FAQs will improve service and help 
reduce the need for customers to email or phone for basic 
queries. The Transversal solution also allows us to better 
understand our customers - by knowing exactly what they are 
asking we can continually evolve our website to give them 
precisely the information they are looking for.  
 
Dave Hughes,  
Director 

“

“
 We now receive 50,000 email enquiries per year. This volume from UK, 

EU and international students was starting to become unmanageable. It 
was clear that in order to maintain our high levels of customer service, 
we needed to provide these students with fast, intelligent and accurate 
answers to their questions, irrespective of when they were being asked. 
AskEd will be invaluable in helping us provide the courses and learning 
environment they’re looking for.  
 
Mark Ingarfield,  
Student Enquiries and Recruitment Support 

”

”



34

Channel shifting and multichannel enablement in the public sector

”

 [Transversal’s solution] has exceeded our targets and expectations 
for web self-service. We wanted to offer advice to customers that 
are new to digital photography, while catering for the experienced 
technically aware photographer. Overall [Transversal’s solution] 
was installed quickly, painlessly, and provided us with a positive 
ROI from day one. 
  
Adrian Clarke,  
Director Consumer Products at Fujifilm UK

 

“
 We’ve seen customer satisfaction rise and inbound enquiries 

drop dramatically since introducing [self-service solution] 
Ask Sarah and believe this trend will only continue moving 
forward.  
 
Stephen Mitchell,  
Digital Consumer Experience Manager 

”“



35

Proprietary and Confidential to Transversal                                                                                                                     



Copyright © 2019  Transversal. All rights reserved.
Product specifications and features are subject to change without notice.

Publishers note: Information contained in this document is intended for guidelines purposes only.
Transversal product documentation supersedes information contained in this document.

www.transversal.com

Headquarters
Betjeman House
104 Hills Road
Cambridge
CB2 1LQ
UK

Tel:  +44 1223 488 700
Fax:  +44 1223 488 701


