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GovMetric is a service developed by rol that enables local authorities to consistently and
continuously measure both the quality and the quantity of customer interactions across all of
their channels and services. This document provides an overview of the initial results observed
by the local authorities participating in the first phase of the GovMetric pilot, which commenced
in September 2006.

The following diagram provides a high-level overview of the service. More information can be
found at www.govmetric.com.
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The GovMetric® service
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Over 30,000 individual feedback responses have been captured by GovMetric across the six

early adopter authorities in the first six months of the pilot. This high volume of feedback has
enabled a number of interesting observations to be made, in the areas of:

Channel usage

Channel performance

Inter-channel dependencies

Costs per transaction

Value delivered by Customer Services.



