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Knowledge Base 101
Agenda

» Populating Your Knowledge Base
» Social Knowledge Management
» Managing User Access

» Workflow and ldeas

» Reports

» Open Discussion
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8 Steps to Great Customer Experiences

O N O O

Empower Customers
Empower Frontline Employees

. Offer Multi-Channel Choice

Listen to Your Customers

Design Seamless Experiences
Engage Proactively

Measure and Improve Continuously
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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
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Products (Agent Visible)

Products
+ ] General
t+[] Cables & Installation
t-[] Cameras & Camcorders
------ [ Car Audio & Yideo

o

B

f)
" | Home

+|:| Cell Phones and Accessonies
+|:| GPS & Car &cceszones
+-[ ] Home Theater & Audio

H 5 & Product 130 - —---mommemmeee oo

-
- dwarner - RightNow { = = X

@ =

------ [ MP3 & Portables - _
= Find .5
------ ] Tz, Bluray & Garnin H H L‘& : A II_%% @ <
...... n Copy Links From
-] Marine Save Savel  Refresh - ; Wisibility Description Ngategory Links Disposition | product
o 7% Remove All Links i
...... [ Telephones ez o Links Reports -
------ [1 Home Security & S afety SEHens
------ [ Federal Government i
""" [] Higher Education Narme |
...... D HEtEI“
Wizibility
Interffaces Administration | End-uzer
dwarner I:l

;:ﬁRefresh = Undack |2

Logged in as: Chris Maorris
L

Blonline  100% =) m ()
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Products (Customer Visi

*~J
*~NJ
*~J

ble)

Product Hierarchy

General Used for knowledge Syndication (Sales tax, privacy etc)
Company
Cahles & Installation
Cameras & Camcarders
Car Audio & Video
Cell Phones and Accessories Used for knowledge Syndication in Catalog
Cell Phones
Global
FishFane
2150
85001
L&
Chacaolate
Bim
Blackherry Curve
Mokia
G260 Slide
5800 Xpresshusic
ACcessaries
GPS & Car Accessaries
GPS Mavigation
Handheld & Personal Training GFS
Home Theater & Audig
Home Speakers
Tvs &Video
Televisions
Projection Screens
ACCessories
Accessaries
Blu-ray & DVD Players
ACcessaries
MP3 & Portables
Tw's, Blu-ray & Gaming
Marine Being used far knowledge Syndication inthe catalog
Satellite Radio
Kemwood KDC-232MF AMFMICD receiver with 10-amp fuse inserted inta chassis,

LISiE Lo oo Tyminn Satollito Bodic Blood
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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
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Display Position

2zl Answers Default | ) 10 - Syncing PC's Music Lib... q I
Summary® | Syncing PC's Music Library with FP3 Player Statuz® | Public V Language® | English (US] V
Assigned | Knowledge Engineering .v. Aeccess Level | Evervone ™
Raobert Phelps o

Cantent [ Products/Categaries I Tazks [QJ/ Detals I Attachments I Audit Log I Relationships

Dizplay Position® | Place at Top % | Motify Subscribers | No change v
Historical Uzefulness

Review On | Place at Bottom Publish On | Mo Value
Place at Middle

Guided Assistance  [Place at Top

Fix at Bottom L\\\J
Fix at Middle

Fix at Top

Answer Subscribers

S Options -

Record Count: 0

First Mame Last Mame Organization Name Email Address Start Date

There are no ikems bo show in this view,
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Review On Date

:zzlAnswers Default | 3 10 - Syncing PC's Music Lib...

q b
\ -
Summary® | Syneing PC's Music Library vith MP3 Flayer Status | Public [v] Languags® |Eng|ish 03] [v]
Azsigned | Knowledge Engineering lv Arcess Level | Everyone [v]
Fobert Phelps
Cartent l- Products/Categories l- Tasks [QJ/F Detals l- Attachrments I Audit Log I Relationships l
Dizplay Position® |F'|E'CE at Top [V] Motify Subscribers |ND change [v]
Fieview On | NoValue Fublish On | NoYalue
Guided Assistance i September 2009 =

Sun. | Mon. | Tue | Wed. | Thu. | Fr. | Sat

1 o q 4 5 1 } Optians -
Answer Subscribers B 7 | & | 8 [0 1112

13 14 15 16 17 [ 18 ] 19
20 A 22 23 24 |2/ 2
27 28 29 30

Today - 09,/28/2009
First Name Last Name O L hE T

Record Count: 0

Start Date s

There are no items ko show in Ehis view,
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Publish On Date

izzlAnswers Default | ' 10 - Syncing PC's Music Lib...

q I
Summary® | Syneing PC's Muzic Library with WMP3 Player Statuz” | Public v Language® | English [US) v
Azzigned | Knowledge Engineering -v- Access Level | Everone ™
Fabert Phelps o
Content I Productz/Cateqories l- Tazks [QJ/’ Detals l- Aftachments l- Audit Log l- Relationzhipz
Display Position® | Place at Top v Matify Subscribers | Mo change v
Review On | Mo Value Fublish On | Mo Value
Guided Assistance a8 - September 2009 =

Answer Subscribers

Record Count: 0

First Mame Last Mame Organization Name Email Address Start Date s

Thete are no ikems to show in this view,

Sun. | Mo | Tue | wed. | Thu | Fri | Sat
1 2 3 4 4]

5 7 g 9 m 12
13 14 15 16 17 |18 | 19
20 21 22 23 24 |25 26

2f 28 23 a0

Today - 09/28,/2009
Mo alue
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" Quiz

. What should be difficult to
= find in your publlshed
- content?




Social Knowledge Management

» Grow organically with ““propose”
» Leverage rankings
» Consider: Syndicated knowledge widget
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S m a r t . ABOUT US PRODUCTS CONTACT

* TECHNOLOGIES
Cell Phones | GPS & Car Accessories | Home Theater | Marine | MP3 Players

GS FishFone - N

T Penple g8y Hkkhk k- Live Help
tem #305LN 19450 e
Price: § 160.00

Savings: - § 26.00

——

Praduct gquideds)FREE
Shinping FREE

=grning Cent

FEATURES:

TFTtouchscraen, 256K colors

5 MP Camerafiideo

Broveser, Email, Maps, & Games
Cutting Edge Muitimedia

Top Questions

Builtin GRS Click lhel image above
Recommended Accessories: ;Z::i;:‘:;_‘mh one .ol Search
GS Bluetooth Headset Online
8 Zearch
P7 Collaboration

GS Leather Belt Holster Stay in touch near water without worry of darmage Suhmergih|e PthE
g e o heat el e 1157 The G5 FishFone can withstand mare shocks and drops than
submergad up to 1 meter for 30 minutes with no damage

to internal parts. This submersible phone gives you the

itz predeceszar and can also he. .
G o i e et EEATHFATS SIS iy Call Interruptions
‘ﬂ or renive proniccagtl There can be a varisty of reazons: - The caller is entering an
Click abovege rea with poor or no service -
[Dperating frequencies for radio equipmet
Here are some operating fregquencies for various types of radio
equipment. Fid Radic: 879 -
3G Capabilities
2% provides accelerated data speeds and simutaneous vaice
and data capabilties for an amazing. ..
23 Availability
Dizclaimer: 3G network not available in all areas Coverage
Viewver Disclaimer: Referenced speeds...

GS Car Charger

B~

Guestions
:

Search

Search

Subrmersible Phone
The G5 FishFone can withstand more shocks and drops than
itz precdecessor and can also be...

Call Interruptions

There can be a variety of reasons: - The caller is entering an
area with poar or Na service -

OQnerating frequencies for radio eduiprment

Here are some operating frequencies for various types of radio
equipment. FW Radio: 879 -

3G Capabilities

3G provides accelersted data speeds and simutaneous voice
and data capabilties for an amazing

3G Availability

Disclaimer: 3G network not avsilable in all sress Coverage
Viewer Disclaimer: Referenced speeds

Manage Your Account Suppert Recent News
Sign In or Register Support Home Wortied about getting your Phone wet? Check autthe new FishFone
v Mofifications Ask A Guestion from Glabal Solutions
Mty Proile Answers
—— T Take a look at our June Mewsletter for new product bulletins and
Chanie Your Password Mty Aceount Up-to-the-rminute sale prices.
Store Locator Live Chat
About Us | Cortact Us | Return Policy | Ste Map | Privacy Policy | Gift Cards | Credit Card | Order Status Esparicl

& 2009 Smart Technologies
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Managing User Access

» Basic search
Stemming

Aliases
- Instead of Keywords

Stop words

» SmartAssistant
Auto response via rules

» Notifications: how and when/how often
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Notifications (Customer)

¥ Answer

Search by Keyword

9 Which MP3 player is right for me?
Which MP3 player is right for me?

@ That depends an how ywad plan ta listen to yaur music. See our article on choosing an
MP3 playver to get an idea of which features you shoold look for.

£ sHARE WMSE .

Details ¥/

Howi wiell did this answer your question?

Mot Helpful Helptul

Answers others found helpful

¢ Syncing PC's Music Library with MP 3 Plaver

o Wl tmy WP 3 plaver wark with both my Windows PC and my bac?
¢ Can Blu-ray plavers play audio and MP3 C0s?
L]
L]

How good is an MP3 plaver's sound gquality?
Fesetting frozen MP3 Plaver

AN

=G0 Backto Search Results ! Fmaline page w R I G HT
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e S

SUMMIT 089




Notifications (Agent)

2zl Answers Default | y 10 - Syncing PC's Music Lib... q b
>
Summary” | Syncing PC's Music Librany with MP3 Plaper Status® | Public [v] Language™ | English [US] [v]
dzsigned | Fhowledge Engineering o | Access Level | Everpone [v]
Raobert Phelpz
Content ]- Products/Cateqaories l- Tasks [g/ Detalds l- Attachments ]- Audit Log l- Relationships
Dizplay Position® | Place at Tap [V] Motify Subscribers | Mo change w
Ma change
Review On | NoValue Publish On | D Nt Natify
Thiz Hour
Guided Assistance ﬁg End of Today
End of thiz Week %
End of this korth e

Answer Subscribers

Record Count: O
First Name Last Name Organization Name Email Address Start Date #

Thete are noikems o show in this view,
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‘; " Quiz

What are 2 ways to prowde
searchable text that |s not
visible?




Workflow and Ideas

» Answer feedback
Comes in as an incident

» Agent productivity
Standard text
SmartAssistant
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Meszsage Thread l- Details ]- Contactz l- Sezzion ]- Organization l- Survey by Progy l- Co-Browse l- Guided.ﬁ.ssistalg 4k

Subject” | Battery intallation

[] Send On Save | 2 SmartAssistant ,L Search Knowledgebase = Standard Text | A~ = Undack
add - View | All w | Sort | Date - Descending |
Resporse ' Delete

:e, Smarthssistant

Click on add az link or add as test to insert the answer, esternal document or web link into the curent thread. Multiple entries may be added.
Incident Subject | Biattery intallation

Suto-Respo
.' Title: Wwhat is ID| Sumnmary % Weight | Aiccess Skatus Ackion
Lirk. hittp: /5 a6 wWhat is the power autput of the radios as rated in ‘Watksy 100 Eweryone Public Add as Link | Add as Texk View
" Title: what is 12 Marine Audio Inskallation Suggestions 65 Everyone Public Add as Link | Add as Text | Wiew
- Lot bl 14 Marine Installation Mokes 57 Eweryone Public Add as Link | Add as Text | Wiew
B:_!Ef mffﬁﬁs 73 what is the batkery life of the maring radios? 56 Ewveryone Public Add as Link | Add as Text | Wiew
3z %M satelite Radio 45 Everyone Public Add as Link | Add as Texk | View
Title: M arine
Lirk.: http: 4z

Cloze

Cuskomer By ‘Weh Form ; Joe Smith, 07 /31,2009 12:25 PM

Haow do | replace the battery in my Marine 5 ateliite radio? v
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Meszsage Thread l- Details ]- Contactz l- Sezzion ]- Organization l- Survey by Progy l- Co-Browse l- Guided.ﬁ.ssistalg 4k

Subject” | Battery intallation

[] Send On Save | &y Smartéssistant L Search Knowledgebase
i h
add -

Response '

® Standard Text | N~

View | all

v

= Undaock.
Sort | Date - Descending |

Delete

| Fd

Auto-Response

Title: *#hat i the power output of the radioz as rated in W atts?

Link: http:#fgmartech35 righthowdemo. comdappd answers/detaila id/B6

Title: "What is the battery ife of the marine radios?

Lirk: httn:HsmartechEIE.riuhtnnwdemn.cumfannfanswersfdetailf'ridf?E

Auto-Response, 07312009 12:25 PM

Title: M arine Audio Inztallation Suggestions

" Standard Text

Bx]

Link: http:#fzmartech35 ighthowderno. com appd answers/detaild s

Title: b arine Installation Maotes
Link: http:#fzmartech35 ighthowdeno. com appd answers/detail/ 3

Title: #h S atellite B adio
Link: hitp://smartech35. ighthowdemo. comd appdanswers/detail/ s

Customer By \Web Form Z

Haow da | replace the battery in my Marine 5 ateliite radia?

Click a standard test entry to see itz hotkey and preview. To add the text bo the cument thread select an
itern and press ok, You may alzo double-click itemsz to add multiple entries without clozing this dialog.

Find in List

M ame

Cuztomer Greeting

Haotkey | greeting
“When adding standard test, press FB to access hatkey menu.

Fressig

Dear $oontacts. name. firgt,

Thank you far contacting $name. Please find our rezponze to
wour questions regarding $incidentz.ref_no below.

ak. l[ Cancel ]

o7




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
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Keyword Search

Keyword Sear

Phrase Stem T Search Count ¢/ Answers
RADIC REPLAC PART 5 17
EO0GEL 4 0
3G SERVIC 4 1z
MARIN RADID INSTAL 3 21
BATTERI 2 &
BLU-R.AY 2 9
CALL 2 11
CALL FORMWARD z 11
MARIMN 2 17
SELF LEARM 1 1
RADIC INSTAL 1 3
WATER 1 4
SPEAKER 1 &
BAD SIGNAL 1 g
IMNSTAL 1 g
TR&CK ORDER ORLIN 1 9
PHOME 1 9
SALE Tax 1 1n
IMSTAL IS5U 1 1n
PRICE 1 12
ALPTM 1 15
2 1 16
RADIC REPAIR 1 17
SATELLIT 1 17
RADIO 1 13
MARIN RADIO 1 13
RESET FROZEM MP3 PLAYER 1 26
PHOME CALL BE DROP 1 28 R I G H T :
Record Count: 28 NOW SUMMIT 089




Answers Viewed by Answer

Y 5 Answers Viewed IJI Answer

' Top Level = 2009/07/31

Chits 0%

{ 5 Answers Viewed b! Answer
EIJ_
405
T 303
g - \
2 -
2 -
H ZIII: ‘
10
e N ,J .
R 20 s s s
G s o G i B s 0 B O
e T e %
Date
Interval # Answers Viewed
20090720 0
20090721 5
200907 22 1
20090723 5
20090724 o
200907125 ]
2009/07126 ]
20090727 0
20090728 o
200907129 z2
2009/07130 ]
20090731 40

radios?

Record Count: 20

/£ Answer #  Summary 25% S50% ¥a% 100%0
- =
4 Open Box or Scratch and Dent Ikems 3 1 ot ]
5 Gift Cards 4 u] ] u] u] 3
7 Order Online 1 0 ] 0 0 ]
11 Factory Plug cut 1 0 ] 0 1 ]
12 Marine Audio Installation Suggestions 4 0 ] 0 0 ]
13 Operating frequencies For radio 1 0 ] 0 0 1
equipment
14 Marine Installation Motes 1 a0 ] a0 a0 ]
16 Email Privacy Policy 1 ] a0 ]
20 How ko determing the signal 1 ] 0 1 ]
resolution of the program or video
signal the TV is receiving?
22 ‘wWhat's the difference between DWD 1 a0 ] a0 a0 ]
and Blu-ray Disc™7
23 Dol have to have a 1030p HOTY For 4 a0 ] a0 a0 1
Blu-ray?
25 which MP3 plaver is right For me? i a0 ] a0 a0 ]
28  Submersible Phone 2 0 ] 0 0 1
29 3G Capabilities 1 ] 0 ] ] 0
31 3G Availahbilicy 3 u] 0 u] u] 0
37 amplifiers-keep separate 1 0 ] 0 0 ]
39 Pay Credit Card Bill On-line 1 a0 ] a0 a0 1
65 How do I Connect a GPS to the 3 0 ] 0 0 2
marine radio?
68 How do I send my Maring radio in For 1 0 ] 0 0 ]
realignment?
73 wWhat is the battery life of the marine 4 a0 ] a0 a0 2
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Question Submittal

ion Submittal

Session Type Submitted Confirmed Resolved
Queskion Cnly 2 2 0.0 %
Answer Onky 5 0 100.0 %
Search Only n 1] 0.0 %
Search and Answ 6 5 16.7 %
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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
guestions submitted?

Pages per Session (review occasionally)

- What iIs the page breakdown of how people browse your
site?
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Self-Help Summary

Self Help Summary

2009/07/15 |
2009/07/16 |
2008/07/17 |
2009/07/18 |
2009/07/19 |
2009/07/20 |
2009/07/21 |
2008/07/22

2008/07/23

2008/07/24 |
2009/07/25 |
20090726 |
2009/07/27 |
2009/07/28 |

2009/07/29 |

2009/07/30 |

0 2 4

10

12

B Answers Viewed
I Szarches
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Service Summary (tabular)

Date ¢ Searches Answers Viewed Sessions Hits Web Questions Email Assists
20090715 ] ] 16 24 ] 0
2009/07/16 ] 1] 4 4 ] 0
20090717 ] 1] 3 3 ] 0
20090718 ] 1] 2 z2 ] 0
20090719 ] 1] Z z2 ] 0
2009)07 /20 ] 1] g 13 ] 0
200907121 7 3 11 o4 1 0
2009/07 /22 ] 1 11 =) ] 0
2009/07 /23 4 3 10 51 2 0
2009/07 /24 ] 1] a 20 ] 0
Z2009)07 125 ] 1] 3 g ] 0
200907126 ] 1] 2 z2 ] 0
200907127 ] 1] o] 15 ] 0
2009)07 /25 ] 1] 4 =] ] 0
20090729 2 2 & 11 ] 0
2009/07/30 ] 1] 3 3 ] 0
Total 13 q 102 274 3 L]
Record Count: 16
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Pages per Session

Pages per Session
Page Hits Avg. Pages
Suppork Horne 71l 07
Answer Lisk 4 0.0
Answer Detail 9 .1
Related Answer 1] 0.0
Browse ] 0.0
Browse Details 0 n.o
Ask Question 10 .1
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‘; " Quiz

How do | Judge the quallty
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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