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Knowledge Base 101 
Agenda

Populating Your Knowledge Base
Social Knowledge Management
Managing User Access
Workflow and Ideas
Reports
Open Discussion



8 Steps to Great Customer Experiences

1.  Establish a Knowledge Foundation
2.  Empower Customers 
3.  Empower Frontline Employees
4.  Offer Multi-Channel Choice
5.  Listen to Your Customers 
6.  Design Seamless Experiences
7.  Engage Proactively 
8.  Measure and Improve Continuously 



Populating Your Knowledge Base

Find existing information
 Support staff
 Corporate website
 Product documentation

Structure and categorize
 How many products?
 How many categories?
 Clever use of product and category structures



Products (Agent Visible)



Products (Customer Visible)

???



Populating Your Knowledge Base

Which Answer fields to populate
 Summary
 Question
 Answer
 Product and Category
 NOT Keywords!

Historical usefulness
 Place at 
 Fix at

Review and Publish dates



Display Position



Review On Date



Publish On Date



Quiz

What should be difficult to 
find in your published 
content?



Social Knowledge Management

Grow organically with “propose”
Leverage rankings
Consider: Syndicated knowledge widget





Managing User Access

Basic search 
 Stemming
 Aliases

- Instead of Keywords 

 Stop words

SmartAssistant
 Auto response via rules

Notifications: how and when/how often



Notifications (Customer)



Notifications (Agent)



What are 2 ways to provide 
searchable text that is not 
visible?

Quiz



Workflow and Ideas

Answer feedback
 Comes in as an incident

Agent productivity
 Standard text
 SmartAssistant 







Reports

Knowledge Base Performance Dashboard
 Keyword search report (review regularly)

- Most popular search terms
- Most returned Answers
- Least returned Answers 

 Answers Viewed by Answer (review regularly)
- Answer feedback

 Question Submittal (review regularly)
- Tells user actions before submission



Keyword Search



Answers Viewed by Answer



Question Submittal



Reports

Site Administration Dashboard
 Self-Help Summary (review regularly)

- What “knowledge activity” is occurring on the site?

 Service Summary (tabular) (review regularly)
- How does “knowledge activity” relate to site usage and 

questions submitted?

 Pages per Session (review occasionally)
- What is the page breakdown of how people browse your 

site?



Self-Help Summary



Service Summary (tabular)



Pages per Session



Quiz

How do I judge the quality 
of my content?



Open Discussion

Other KB Sessions
 Today @ 1:30

- Power Users: Advanced KB Concepts  

 Today @ 3:00
- Best Practices: Getting More from Your Knowledge Base

 Tomorrow @ 11:15 
- Best Practices: Tune-Ups in Action

Open Discussion
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