
PROFESSIONAL SERVICES 

• Curriculum 
Development

• Content Solutions
• Marketing & Comms

Managed Services 
offered by WFM team 
includes Forecasting, 
Scheduling & Real Time 
Analysis

Analytics Solutions

• Robotic Process 
Automation

• Speech Analytics
• NEQQO Business 

Insights Solution
• Data Visualization

GooseTek

• Outbound IVC
• Self Serve IVR

• Live Chat
• Email
• SMS
• CRM
• Contract Management
• Digital Collections

Learning & Content 

Development

Workforce 

Management Solution

Technology Suite
Empowering Contact Centers with Cutting-Edge Technology for Seamless Customer 

Experiences

Solutions for businesses 
who want to improve their 
processes and critical CX 
metrics like NPS and CSAT

• NPS Surveys
• User Journeys
• Key driver analytics
• Mystery Shopping

Business Consulting Services
Reengineering and optimizing business processes for increased 

efficiency, productivity, and adaptability

Business Process 

Engineering Market Research

Conducting 
comprehensive market 
studies, competitive 
assessments, 
benchmarking, and 
covert customer 
evaluations to inform 
strategic planning.



B US I N E S S  C O N S UL T I N G  S E R V I C E S

Business Process Engineering

Customer Experience Improvement

CSAT/NPS Surveys – Customers are the key to success for every business. Get 

insights and find opportunities to grow your business with online CSAT/NPS 

surveys. NPS surveys are widely used due to their simplicity, effectiveness, and 

ability to provide a quick and standardized measure of customer sentiment. They 

are employed across various industries as a valuable tool for gauging customer 

loyalty and guiding strategic decisions.

• NPS surveys help you collect detailed feedback

• Customers are more honest in their answers

• Is focused on overall or end-to-end experience

• Is a better indicator for long-term happiness

• Measures and helps you improve brand loyalty

• Provides a solid metric for predicting future growth

Our team will invest time in understanding the “as-is” processes to understand 

the opportunity areas and create customer experience measurement 

mechanism. The objective is to design and deploy Bill Gosling’s survey solution 

effectively and efficiently to improve customer experience.



B US I N E S S  C O N S UL T I N G  S E R V I C E S
Surveys – Work Example Key Driver Analytics

A Performance Management System for Contacts Centers and Centers of Operations
• Assess and measure KPIs depicting FCR, AHT, CSAT, Agent and Process performance 

metrics
• The adoption and consistent implementation of best practices for managing customer 

experience, service, quality and efficiency
• Ensuring all of your targets are benchmarked against global, high performing 

organizations
• Consistent achievement of the majority of your contact center’s targets and objectives
• Corrective actions taken for weak processes and underperforming areas of your 

operation



B US I N E S S  C O N S UL T I N G  S E R V I C E S
User Journeys

User journey mapping is a strategic tool used in the field of user experience 
(UX) design and customer experience management. It involves creating 

visual representations or diagrams that illustrate the entire experience a user 
has with a product, service, or brand across various touchpoints. The goal is 

to understand and analyze the user's interactions, emotions, and 
perceptions at each stage of their journey.

User journey mapping is valuable for businesses because it helps:

• Visualize the User Experience: Gain a holistic view of the user's interactions 

and experiences over time.

• Identify Pain Points: Pinpoint areas where users may encounter difficulties 
or frustrations, allowing for targeted improvements.

• Optimize Touchpoints: Enhance specific touchpoints to create a more 

seamless and enjoyable user experience.

• Align with User Needs: Understand user needs and expectations, ensuring 
that the product or service meets or exceeds those expectations.

• Facilitate Cross-Functional Collaboration: Promote collaboration among 

different teams (e.g., marketing, design, customer support) to create a 
consistent and cohesive user experience.



B US I N E S S  C O N S UL T I N G  S E R V I C E S

User Journey – Work Example Mystery Shopping

Anonymously assess and evaluate the customer experience, service 
quality, and operational standards within a company’s own or 
competitors' establishments. Our services are valuable for businesses 
across various industries seeking to gain a firsthand understanding of their 
customer service quality and operational effectiveness.
1.Objective Evaluation:

Conduct anonymous and objective assessments of customer 
experiences, interactions, and service quality within a business or 
retail environment.

2.Undercover Inspections:
Employ trained mystery shoppers who pose as regular customers 
to evaluate various aspects of the business, such as customer 
service, employee performance, and adherence to operational 
standards.

3.Customized Scenarios:
Create specific scenarios or use cases tailored to the client's 
objectives, allowing businesses to assess particular aspects of their 
operations or customer interactions.

4.Performance Metrics:
Utilize predetermined performance metrics and key performance 
indicators (KPIs) to measure and evaluate the effectiveness of 
employees, service delivery, and adherence to brand standards.

5.Comprehensive Reporting:
Generate detailed and actionable reports based on the mystery 
shopping experiences, including insights, recommendations, and 
areas for improvement. These reports often include both 
quantitative data and qualitative observations.

6.Customer Perception Insights
Provide insights into how customers perceive and experience a 
brand, helping businesses identify strengths, weaknesses, and 
opportunities for enhancement.



B US I N E S S  C O N S UL T I N G  S E R V I C E S

Mystery Shopping – Work Examples



B US I N E S S  C O N S UL T I N G  S E R V I C E S

Market Research/Competitor Analysis

Perfect for companies looking for ways to improve their customer 
experience via research and analytics.

• Market Research
• Predictive Analytics
• Big Data Analytics

Our Approach:

• Gain a deep understanding of clients’ target market, customers, and 
industry

• Collecting and analyzing data to identify market trends, consumer 
preferences,  competitive landscapes

• Provide expert guidance and strategic insights to help businesses make 
informed decisions

• Variety of research methods such as interviews, global surveys, focus 
groups, and online research

• Competitive analysis to help businesses understand their position in the 
market and identify potential threats

• Actionable recommendations and strategies based on research findings

Market Research – Work Example



B US I N E S S  C O N S UL T I N G  S E R V I C E S

Competitor Analysis – Work Example



T E C H N O L O G Y  S U I T E

Analytics Solutions

Robotic Process Automation

Web Scraping and analytics for structured competitive insights, 
sentiment analysis and actionable BI, to elevate efficiency 
gains, through reduction in costs and dependencies in a 
process through automation.

• Data Scraping
• Data Processing
• Insights

RPA – Work Example



T E C H N O L O G Y  S U I T E

Speech/Interaction Analytics 

Providing comprehensive analysis of interactions on NEQQO or client’s 
speech/interaction analytics tool to extract meaningful insights, optimize 
customer interactions, and enhance business strategies.

Key Features:

• Compliance Automation: Automation of ~40%-50% of QA 

form attributes to boost efficiency

• Sentiment - Based on linguistic analysis, all transcripts will 

indicate where sentiment is positive or negative

• Gender Identification - All transcripts will indicate the 

gender of agent and caller

• Diarization - All transcripts will be speaker separated, 

indicating the agent and the caller

• Emotional Intelligence: Based on acoustic analysis, all 

transcripts will indicate where emotion is negative or 

positive, and where it is worsening or improving

• Vocabulary Substitutions - Key words (such as product 

names) can be entered into the transcription system, in 

order to correctly transcribe these important words

• Redaction - All transcripts will have sensitive information 

(such as credit card and Social Security numbers) 

redacted, to ensure compliance

• Cloud or on premise - Option to host over the  cloud or on-

site, thereby  asserting more physical  control as needed

• Ingest/transcribe 100 hours of audio in less than 1 hour (1000 

calls with an ACD of 10 minutes can be ingested in less than 

1.5 hours)

• Option to export JSON/txt files to other analytics platforms

• Dedicated business analysts to drive all value - add 

initiatives 



T E C H N O L O G Y  S U I T E

Managed Services for Speech Analytics

Speech Analytics Managed Services can assist you in expediting the adoption of your
Speech Analytics solution and optimizing its advantages, enabling you to reach your
objectives of revenue growth, cost reduction, and improved customer experience.

Through our Speech analytics managed services, you can maintain your concentration on
managing your business, while we handle your daily application management duties and
functions. This support helps improve your operational efficiency and accelerates your
technology investment's sustainable returns. These valuable services offer access to a team
of specialists who assist you in transitioning from your vision to practical implementation,
delivering tangible business results. This comprehensive service package comprises three
key elements: focus area analysis, business trend reporting, change management
reporting, and opportunity and benefits analysis.

• Program Management: A designated business analyst acts as your primary point of
contact to oversee your service, assisting you in maintaining your course toward
achieving business objectives. Working closely with you, this consultant will offer
proactive assessments through skillful calls, executive briefings, and quarterly business
reviews.

• Business Insights: Your speech analytics managed services team provides continuous
reporting, root cause analysis, and offers recommendations regarding customer
satisfaction trends and opportunities for reducing service failures and enhancing agent
productivity. These actions are all intended to support your efforts to boost revenue,

reduce expenses, and bolster customer loyalty.
• Operational Management: Our business analysts deliver proactive services and analyses,

tailoring your Speech Analytics solution to ensure it remains in sync with your evolving
business practices and initiatives. Common tasks encompass enhancing speech

categorization, optimizing phonetic capabilities, refining reporting, and enabling user-
friendly features.



T E C H N O L O G Y  S U I T E

ROI

Speech Analytics – Work 

Examples



T E C H N O L O G Y  S U I T E



T E C H N O L O G Y  S U I T E
NEQQO 
Never Ending Quantitative Qualitative Observations

NEQQO synergizes deep human expertise, with state-of-the-art speech 
technology and an advanced reporting and analytics platform. This 
ensures that your business gains valuable insights into the critical 
components of service delivery. 

Reporting & Insights



T E C H N O L O G Y  S U I T E

ROI

NEQQO – Work Examples



T E C H N O L O G Y  S U I T E



T E C H N O L O G Y  S U I T E

Data Visualization

Our data visualization services 
offer actionable Insights with 
visually appealing representation 
through PowerBI dashboards, 
along with with integration 
capabilities. Data Visualization 
empowers organizations to 
quickly identify KPIs and analyze 
industry-critical metrics. Cloud-
based Data Intelligence tool 
backs businesses and allows 
them to make efficient decisions.



T E C H N O L O G Y  S U I T E

• Outbound IVC - Our outbound IVC platform helps optimize the customer experience and is 
typically used for high volume call types that can be simplified with self serve option for your 
customers. 

• Self serve IVR - With a fully-hosted solution that requires no hardware or software, Bill Gosling’s 
automated outbound IVR and self-serve inbound IVR can handle anywhere from 1 to 1,000,000+ 
records and gives you the ability to transfer the customer to any endpoint including Live Agent 
Support. Messages can be personalized on any data point using Text-to-Speech (TTS), pre-
recorded voice, or a combination of both with multi-language capabilities including, English, 
French, and Spanish.

• Live chat - Our Web-based/Embedded or popup chat window can be used on your website to 
provide canned FAQ responses for faster service or assign chats to an operator or multiple 
departments. You can also transfer chat to live agents or use it for internal operator-to-operator 
team support to enhance customer experience.  Live Chat can also send automatic chat 
invitations and use visitor/GeoIP information to customize chat experiences.

• Email - Bill Gosling offers fully integrated email solutions, including design, implementation, and 
reporting. We help you design and deliver your email message to your customers with customized 
brand images and hyperlinks. 

• SMS - We provide many SMS options to keep your customers informed. Our SMS services send 
personalized account notifications and activations for two-way SMS text conversations or pre-
loaded FAQ responses. Images or URLs can be included to promote offers or transfer customers to 
live agent support. 

• CRM - Bill Gosling offers CRM capabilities via our in-house customizable platforms to help you 
manage customer databases, orders, and more. Bill Gosling is a Zendesk official partner but can 
also integrate with a variety of CRM platforms based on client needs.

• Contract Management - Maximize profit, mitigate risk. With Bill Gosling's AI Contract Management 
technology, we can help you manage all your customer agreements. From financial agreements 
to property and user agreements, keep your legal commitments organized and protected with 
multi-step authorization and SSL encryption. 

• B2B Collections - We offer our AIC B2B Platform for your 3rd party collections needs. Empower your 
customers with our digital collections solution, which helps to increase response and repayment 
rates across the board. 

GooseTek



L E A R N I N G  &  C O N T E N T  D E V E L O P M E N T

Learning & Content 

Development

Our Content and Development team offers revolutionary training solutions designed to bring engagement 
and interaction to your training. We have developed a range of engaging and interactive solutions to 
take your training to the next level. We specialize in adult education, behavior teaching, and effective 
performance delivery as we focus on contextualized learning that includes case scenarios based on real-
life examples, call listening exercises, and shadowing with a purpose

Our innovative training solutions combine the best of technology, AI, and effective
instructional design to create an immersive learning experience that drives real results.
These training solutions include but are not limited to Computer Based Training,
PowerPoint Creation, Facilitator Led Training, Webinars, Videos, Desk Aids, Training
Delivery, and much more.

Engage in our training solutions to increase knowledge retention, boost employee
engagement, improve performance, and maximize the return on your training
investments.

Step by Step Process:

• When a client shows interest in content creation, set a meeting with the Content and 

Development team. 
• Explain the line of business so the team can present a relevant demonstration of the work that can 

be done. 
• The second step will be a discovery session to determine the learner’s need, the scope of the 

project, and client requirements for the training. 
• The Content and Development team will present a proposal based on the discovery session with 

the pricing and sales strategy approved by senior management. 



L E A R N I N G  &  C O N T E N T  D E V E L O P M E N T

Work Examples



W O R K F O R C E  M A N A G E M E N T  S O L U T I O N
Workforce 

Management Solution

Our WFM tools provide a continuous flow of information and active real-time feedback between all groups involved. Bill 

Gosling's Workforce Management strategy keeps the customer experience, communication, and community in mind 

to ensure clients get the best results.



CURIOUS TO LEARN MORE? 

WE'RE AT YOUR SERVICE!
BGO is dedicated to collaborating with brands spanning various industries, aiding them in assessing their 

customer experience, and continuously enhancing it to surpass anticipations. Get in touch with one of our team 
members now to start a conversation!!

Making Lives Better, One Connection at a Time.

Bill Gosling Outsourcing,
55 Mulcaster Street,

Suite 600 Barrie,
ON, L4M 0J4, Canada.

www.billgosling.com

http://www.billgosling.com/
http://www.billgosling.com
http://www.billgosling.com
https://www.facebook.com/BillGoslingOutsourcing/
https://www.facebook.com/BillGoslingOutsourcing/
https://www.linkedin.com/company/bill-gosling-outsourcing/
https://www.linkedin.com/company/bill-gosling-outsourcing/
https://www.instagram.com/bgocareers/
https://www.instagram.com/bgocareers/
https://www.youtube.com/channel/UCc_zOxVTvGdjquaZOzK_-0w
https://www.youtube.com/channel/UCc_zOxVTvGdjquaZOzK_-0w

