Knowledge Management/Knowledge Bases

1.  Example used for EEOC proposal

For the EEOC NCC, Team RGII will implement the Affinity KnowledgeBase.net intelligent multi-user customer support knowledge base which utilizes scripts and referral directories (initially developed by EEOC) and web-based tools to respond to inquiries.  As new information becomes available, we will update and maintain the accuracy of the data in the knowledge base.  The knowledge management system will be accessible to all CSRs, and will be accessible via the internet to designated government employees.  Access to the knowledge base will be restricted to authorized personnel only.  Team RGII will:  

Collect, organize, record and verify all relevant information in the knowledge management system on an on-going basis.

Update and manage the content of the knowledge management system on an on-going basis.

Implement procedures to ensure agency concurrences on all updates.

Research approved sources of information and develop a response to customer inquiries.

Organize information for easy access by contact center and government employees and customers.

Analyze data usage to determine trends and patterns.

Our implementation approach to knowledge and call management solutions is a formal process that identifies and captures existing knowledge on case data within an organization, and then adapting and integrating it into the work flow.  Once the knowledge and case database is designed, Team RGII’s contact center professionals apply the processes of analysis, customer organization, mission, relationships, success and priority ranking between question and answers.

The implementation phases are:

Documentation Knowledge:  Analyze all sources of organizational workflow to build a taxonomy of information types, and determine which attributes and values will be associated with each type. We then examine all possible sources to reveal existing information elements and discover new elements.

Data Sharing:  Record all known data elements from documents, communications, and subject matter expert interviews.  Analyze the collection to classify knowledge elements by type, and to establish a hierarchy or organization among types. Finally, tag the data elements and hierarchy information to make it possible to search the knowledge base by keyword, explicit match, or relationships to one or more named problems.  At each step along the way, include input forms to elicit feedback from system users about elements, elements organization, element search and retrieval, and element relevancy.

Apply Knowledge:  CSRs and EEOC NCC staff will interact with the knowledge base to locate relevant knowledge and data.  At this stage it is essential to refine the contents of knowledge elements and to adapt the structure of the knowledge base in response to such interaction.  The ability to make and suggest useful relationships between problems and solutions is powerful enough to enlist a strong buy – in from support staff and knowledge management professionals when they see that a dynamic system can improve search results, agent productivity and customer satisfaction.  

2.  Example used for HUD CMC proposal

Team MarLaw will use the intelligent, multi-user system developed by KnowledgeBase, Inc., to enhance self-service customer support for HUD CMC operations and document management. KnowledgeBase, Inc. offers a sophisticated yet simple publishing workflow, document management features, and powerful audience reporting.  Exhibit B-3 below is an overview of that process.


Exhibit B-3:  The KnowledgeBase Process

Multi-User Article Publishing

Articles can be efficiently created, edited, and deleted. KnowledgeBase uses powerful relational databases to manage the articles, and all content may be edited on the fly.

Easy Import of Articles 

Microsoft Word, Excel, PDF, Word Perfect, and many more document types may be imported to KnowledgeBase with one Right Mouse Click. Using the new Windows Integration feature allows the user to click on any document and send it directly to the HUD CMC Knowledge Base!

Multi-User System 

KnowledeBase allows our administrator to provide "limited" or "full" access to Knowledge authors, team managers, or specified employees. Document Check-In/Check-Out, Version Control, and full tracking of article history are available to maintain document integrity and tracking. 

Customizable Article Publishing Workflow 

Using KnowledgeBase's workflow approval process, Team MarLaw can create articles and submit them to be reviewed for approval. The articles follow an approval workflow that is maintained through the application backend. For example, a customer service representative creates an article, technical writers receive the article for approval, the article is then sent to the HUD for final approval, and finally the article becomes live in the KnowledgeBase.

Articles 

The knowledgebase articles are the heart of the application. Each article is a complete solution to a client query, and can be customized to the following specifications:

· Articles can be created online using KnowledgeBase’s powerful WYSIWYG HTML Editor.

· Previously created documents can be imported to be displayed in their original format or standard HTML format.

· Images, Sound Files, Movies, and Documents may be attached to an article.

· You can store, index and search Word, Excel, PDF, HTML, Text and more.

· E-mail Friendly. Send articles via e-mail to a client or knowledgebase user.

· Print Friendly. Articles are formatted for printing right from the browser.

· Rating System. Articles rated by users in order to determine article performance.

· Article association with related articles.

· Article association with related links.

Article Management Features

Maintaining a rich knowledge base is just as crucial as creating one. As the HUD CMC knowledgebase grows to thousands of articles, administration is simple; KnowledgeBase has created powerful article management features to help with article revision, article updates, article expiration, and article change control.

Article Reminder System 

Reminders can be set for each knowledgebase article. Depending on the reminder date, the system will automatically send a reminder email, according to schedule. This feature aids in the management of future revisions and updates that need to occur to specified articles.

Article Expiration System 

It is critical to remove obsolete articles from the knowledgebase. If certain articles are time sensitive, expiration settings are simple to implement. KnowledgeBase will send a notification if one of the articles is about to expire, and will proceed to remove the article on its expiration date.

Article Hits and Rating 

Via the knowledgebase reporting structure, HUD CMC KnowledgeBase administrator can determine the number of times an article has been viewed, number of times the article has been surveyed, and the rating given to the article by knowledgebase users. These crucial reporting tools advise the administrator if articles should be modified, allowing for article revision based on user experience.

Change Control / Version Control 

A succinct audit trail is critical in a multi-user, article-management environment. KnowledgeBase tracks the date each article was created and last modified, as well as the user who created the article and/or performed the last modification. Using this version control feature allows our administrator to easily revert back to previous article versions.

Customer Portals

HUD Single Family clients and users will access the HUD CMC knowledgebase via a Customer Portal. This versatile template design features allow Team MarLaw to choose from a variety of options to customize the look and feel of their customer portal. One or more unique portals are available for each KnowledgeBase client, and every portal can be configured to have access to one or to many knowledgebases. Knowledge portals are accessed in the following manner which allows HUD OSFH a variety of options:

Public Access Portal 

The customer portal(s) is available directly from the HUD CMC website, with unlimited public access to your knowledgebase.

Registration Portal 

Users must register before access is granted to the HUD CMC knowledgebase. Unlimited public access, but registration is required. Registrant information is immediately sent to the HUD CMC administrator.

Secure Portal 

Portals can be secured using usernames and passwords and/or by IP address.

Personalized Portal 

One portal, One login. It knows who you are. In addition to creating unique portals for each audience type, the personalized portal provides a single login location that will display the proper documents for each user, based on the user login.

Portal Snap-Ins 

This feature allows seamless integration of knowledgebase portal functions into customer-facing websites. The portal snap-ins allows Team MarLaw administrator to build a fully customized HTML page around each of the individual portal features (search, category browsing, FAQ, etc), enabling a completely seamless and flexible website integration.

Q Search™
The Q Search™ feature allows Team MarLaw to add a search window that links to the HUD CMC knowledgebase anywhere within HUD’s web site or intranet. Keywords or questions can be entered in the search window, and they will directly launch the knowledgebase portal and return the results of the user search.

Searching and Solution Retrieval

Numerous search methods are available depending on the results desired and the sophistication of the user. Knowledgebase articles are accessible via powerful search systems.

Advanced Keyword Search 

Advanced searches can be performed using keywords and additional tools such as, "Boolean search", "Stemming", "Wild Card", "Proximity Search", or simply by using the article ID.

Natural Language Search 

The natural language search allows users to ask Natural Language questions and view the articles returned, based on the original query. Example: User enters "What is a knowledgebase?"

Multi-language Search 

Search for documents created in multiple languages. KnowledgeBase search technology supports many foreign character searches including Japanese, Chinese, and Korean, as well as all Western languages such as Spanish, French, Italian, German, Dutch, and Swedish. The portal itself will also display all non-article text in the language that you have chosen.

Smart Synopsis 

Search results will display a synopsis of the text directly before and after the word or phrase that is being searched. This feature highlights the word or phrase being searched and displays the text near the search results, making each search result more relevant, and making it easy to pick the right article to view!

Intuitive Category Search 

Team MarLaw KnowledgeBase administrator is able to create an infinite number of categories/sub-categories that users may browse, until the proper article is found. Unlimited number of categories and sub-categories can be created. Example: User can click on an "operating system" category, then on a "windows" sub-category and so on.

Top Articles within Category Browsing 

Within the knowledgebase categories, the Team MarLaw administrator can specify a number of articles to be displayed as "top articles." The system will display the most viewed articles within the "top articles" area. Furthermore, the administrator has the ability to customize the number of articles to be displayed in the "top articles" area.

FAQ 

Articles can be made available via FAQ (Frequently Asked Questions) format. KnowledgeBase allows the Team MarLaw administrator to organize and display FAQs in a user friendly format. Furthermore, the administrator can enable the FAQ GeneratorTM to track and display your Top Ten Frequently Asked Questions.

Solution Finder (Expert Search): 

The solution finder enables a user to drill down to a subject by answering relevant questions posed by the knowledgebase. The Solution Finder will use criteria derived by the user's responses to determine the proper resolution, and present the most relevant article(s) to the user. Example: If a user inputs "how do I configure my knowledgebase," they will be walked through a series of questions that will lead to the solution.

DirectLink: 

Using Direct Link the Team MarLaw administrator can link to any article in the HUD CMC knowledge base! The administrator can link an image or URL to an article in the knowledge base. When a user clicks the link, the knowledgebase portal will launch, displaying the desired article.

Powerful Statistical Reporting

Through the HUD CMC application backend, the administrator can easily run and store a diverse set of customizable reports, detailing usage, visitor trends, and knowledgebase performance.

Unanswered Questions 

KnowledgeBase tracks and logs all unanswered questions and keywords that users enter in a search. If no articles are found, the administrator can use the report data to add unanswered keywords and questions to existing articles, or create new articles to provide the answers. A simple way to make the HUD CMC knowledgebase grow more intelligent with each search!

Reporting Metrics 

The Team MarLaw administrator can use the reporting metrics to determine article workflow status, Solution Finder reporting, and track Internal (employee use) and External (customer/client use) User data. The metrics tools provide overall knowledge base performance.

Articles 

The HUD CMC knowledgebase articles are the most crucial component of the knowledge base application. Via the reporting structure, extensive article reporting tools are available. HUD CMC users may rate your articles based on helpfulness, allowing the administrator to make the knowledge base more intelligent, based on article use and article rating.

FAQ Reports 

Understanding HUD CMC customer's most frequently asked questions will provide the administrator with insight into the challenges your customers face. It also allows the administrator to expand documentation in areas where your customers need it most.

Visitors 

Knowledge of HUD CMC users is critical to creating service and support systems that work. The KnowledgeBase reporting tools allow us to view full access statistics of all the knowledgebase portals.

Third Party Compatibility   

KnowledgeBase provides a web-based WYSIWYG web based word processor to create feature-rich documents. However, since clients may prefer to use popular third-party word processing software, KnowledgeBase provides support for virtually all common document formats.

Document Support 

The following document types can be stored, indexed, searched, and viewed in their original format or converted to HTML: Microsoft Word, Adobe PDF, Microsoft Excel, Microsoft Works, HTML, and Text.

Bulk Article / Document Import 

Using the bulk import module, the Team MarLaw administrator can easily import mass amounts of legacy data directly into KnowledgeBase. Upon import, the administrator can also assign the article properties, so there is no need to manually configure each document once it's in the system.

Document Attachments 

Any document, image, sound and video can be attached to an article. Popular attachments are Real Media Files, Windows Media files, Quick Time, PDF, Visio Diagrams, ZIP files, Drivers, and more.

3.  Example from the GSA proposal

RGII has evaluated and implemented knowledge and case management solutions including Broadvision, Clarity, ORACLE, Siebel, and CASE Manager.

Each product supports contact center multi-access channels such as phones, fax, e-mail on internet, as well as providing the customer real-time 24 hour access to conduct business electronically that helps eliminate waste by significantly lowering the cost and reducing the time of routine transactions and inquiries.  All these software diagnose the nature of a customer inquiry and provide problem resolutions through integration with other RGII contact center applications such as work force, scheduling, inventory, etc., which provides our customer service agents instant access to all the customer information needed to add value to the customer and drives “RGII’s multi-channel knowledge base strategy”.

When evaluating both knowledge on case management solution, RGII’s professional assess functionality, cost, security, feature sets, performance vendor viability, integration and deployment.  A sample list of CRM Products Evaluations are listed below:

· Broadvision – Core Product: “One-to-One Enterprise”
· Web Operable Highly Complex, $1.0 M plus hardware, customization & implementation costs

· C++ - based, utilizing COBRA Architecture, currently transitioning to JAVA-based product line

· Clarify – Core Product:  “eFrontOffice Suite”
· Similar to Siebel functionality and sold in similar manner

· High cost associated with implementation

· Oracle – Toolset is fairly complete

· Web-enabled & accessible through browser-based interfaces, making deployment cost less onerous

· Recent partnership with CISCO enhances their interaction management

· Siebel – Dozens of different product

· Top Tier in Pricing & Integration Costs

· Targets broad areas of CRM: Call Centers, Field Sales & Service, Marketing, Channel Management, dot-coms, finance, energy & telecommunications

· Closely resembles n-tier Internet Architectures

Our implementation approach to knowledge and call management solutions utilizes a formal process that identifies capturing existing knowledge on case data within an organization are then adapting and integrating it into a work flow guide forward.  Once the knowledge and case database is designed, RGII’s professionals apply the processes of analysis, customer organization, mission, relationships, success and priority ranking between question and answers.

To begin, implementing a knowledge management system within an organization means analyzing its current sources of knowledge.  This includes not only capturing useful information from whatever it may exist, it also requires analyzing call logs, customer e-mails, and other sources of customer interaction to learn not just what the answer are, but what questions make such answers necessary.  The phases that an implementation effort goes through when capturing knowledge, and the activities related to completing each phase are:

Documentation Knowledge:  Analyze all possible sources of organizational workflow to build a taxonomy of information types, and to decide what attributes and values should be associated with each type (let’s call an instance of some knowledge type- a specific item of knowledge – a knowledge element). Next, examine all possible sources to uncover existing information elements, and make it possible to discover new elements.

Data Sharing:  Start by recording all known data elements from documents, communications, and subject matter expert interviews.  Analyze the collection to classify knowledge elements by type, and to establish a hierarchy or organization among types. Finally, tag the data elements and hierarchy information to make it possible to search the knowledge base by keyword, explicit match, or relationships to one or more named problems.  At each step along the way, include input forms to elicit feedback from system users about elements, elements organization, element search and retrieval, and element relevancy.

Apply Knowledge:  This is where customers and support staff interact with the knowledge base to locate and use relevant knowledge.  At this stage it is essential to refine the contents of knowledge elements and to adapt the structure of the knowledge base in response to such interaction.  The ability to make and suggest useful relationships between problems and solutions is powerful enough to enlist a strong buy – in from support staff and knowledge management professionals when they see that a dynamic system can improve search results, agent productivity and customer satisfaction.  

RGII’s  customer contact centers, encompasses the broad range of capabilities needed to logically capture, organize, share, and use knowledge in order to recognize problems and suggest possible solution to customer service queries case by case.  The following functions are crucial for successful implementations.  

· Capture and organize knowledge elements.

· Apply contents of knowledge elements.

· Maximize re-use of knowledge elements.

· Represent any workflow or organizational process.

· Solicit continuous feedback.
