
Chiltern and South Bucks 
District Councils transform 
customer experience with 
new self-service platform

Contacting the councils used to be a frustrating and inconsistent experience. Now the two 
authorities have streamlined service delivery with a new digital platform from GOSS.

Chiltern District Council and South Bucks District Council share a common boundary, chief executive 
and management team, leading the two authorities to explore further opportunities for joint 
working. In 2017 the councils created a central customer experience team tasked with improving 
their customers’ experience of key council services.

Client Case Study

“Working with GOSS, we’ve designed a solution that’s 
transformed the way we engage with our customers.”

Yvonne Hadlames - Customer Services Manager
Chiltern and South Bucks District Councils



First on the agenda for Chiltern and South 
Bucks District Council’s joint customer 
experience team was to find a CRM system, 
which would allow queries to be handled 
promptly, consistently, and in line with 
customers’ expectations of a modern, digital 
council. The lack of a single CRM system was 
creating duplicate effort and slowing processes 
down for the councils’ internal operations. 
Previously, customer requests that came 
through to customer services were forwarded 
to the relevant service, where they were then 
input into additional back-office systems. 
Customers would also call or email more than 
once, to seek a resolution, resulting in the 
duplicate entry of requests, or even request 
being lost during the administrative process.

The Challenge

Project at a Glance

Within three months of going live, and with 
no publicity, the councils’ soft-launch of their 
MyAccount functionality has resulted in over 
8,000 customers creating profiles and over 
30,000 online requests raised. Figures during 
this period indicate that 75% of all service 
requests were raised by customers without 
Council assistance. This shift represents a 
significant saving of staff time and effort, and 
creates a richer user experience.

At the back end, things are much more 
streamlined too. For frequent requests, 
submission by the customer of an online 
form creates a case in the CRM, which now 
automatically feeds the request into the 
relevant back-end system for actioning. 
The customer is also notified of the action 
taken and kept informed of how their case is 
progressing. The new process removes the 
need for customers to contact the council for 
an update, and further reduces call volumes 
and staff intervention. 

“It’s a much more efficient process,” explains 
Simon Vockins, Programme Manager for 
Chiltern and South Bucks District Councils. 
“The contractor receives the request as 
soon as it’s made, and the customer has 
complete visibility during the entire process.” 
Furthermore, Yvonne also remarks that 
“Working with GOSS, we’ve designed a solution 
that’s transformed the way we engage with our 
customers.”

The Results

75% of service 
requests now via 

self-service

Web-based CRM 
serving both 

councils

Over 8,000 
MyAccount sign-ups 

in three months

Services improved 
with back-office 

integration

0844 880 3637gossinteractive.com enquiries@gossinteractive.com

Going out to tender for a CRM system, the 
customer experience team appointed GOSS 
to provide a solution. “GOSS worked hard to 
understand the everyday operations of the 
council,” says Yvonne Hadlames, Customer 
Services Manager, Chiltern and South Bucks 
District Councils. “They weren’t offering an out-
of-the-box solution – they wanted to work with 
us to create a solution that would genuinely 
help.” Together GOSS, Chiltern and South 
Bucks created a CRM solution which could 
provide intelligent business process workflow, 
integrate with relevant back-end systems, offer 
a tool for authoring self-service web forms and 
enable push notifications to customers and 
service teams.

Additional features which aren’t standard with 
the GOSS Digital Platform were also built, 

The Solution

such us extra dashboards for easy reporting to 
senior management. The platform’s low-code 
forms builder also meant council employees 
could easily create their own forms with no 
JavaScript or HTML knowledge required. 


