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Welcome to Cisco® Unified Web and E-mail Interaction Manager™, multichannel
interaction software used by businesses all over the world to build and sustain customer
relationships. A unified suite of the industry’ s best applications for web and email interaction
management, Cisco Unified Web and E-Mail Interaction Manager is the backbone of many
innovative contact center and customer service helpdesk organizations.

About this guide

Cisco Unified Web and E-Mail Interaction Manager Knowledge Base Console User’s Guide
introduces you to the Knowledge Base Console and helps you understand how to use it to
accomplish your authoring and publishing tasks.

This guide is for installations that are integrated with Cisco Unified Contact Center Express

(Unified CCX).

Document conventions

This guide uses the following typographical conventions.

Convention Indicates

Italic Emphasis, or the title of a published document.

Bold Labels of items on the user interface, such as buttons, boxes, and
lists.
Or, text that must be typed by the user.

Monospace A file name or command.
Or, text that must be typed by the user.

Variable User-specific text, provided by the user.

Document conventions
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Other learning resources

Various learning tools are available within the product, as well as on the product CD and our

web

site. You can aso request formal end-user or technical training.

Online help
The product includes topic-based as well as context-sensitive help.
Use To view
Help button Topics in Cisco Unified Web and E-Mail Interaction Manager Help, the Help
Q button appears in the console toolbar on every screen.
F1 keypad button Context-sensitive information about the item selected on the screen.

Online help options

Docume
The

nt set
Cisco Unified Web and E-Mail Interaction Manager documentation is available in the

Documents folder on the product CD. It includes the following documents:

»

4

4

Cisco Unified Web and E-Mail Interaction Manager Release Notes
Cisco Unified Web and E-Mail Interaction Manager System Requirements

Cisco Unified Web and E-Mail Interaction Manager Solutions Reference Network Design
Guide

Cisco Unified Web and E-Mail Interaction Manager Browser Settings Guide

Cisco Unified Web and E-Mail Interaction Manager Administration Console User’s
Guide

Cisco Unified Web and E-Mail Interaction Manager Agent Console User’s Guide
Cisco Unified Web and E-Mail Interaction Manager Reports Console User’s Guide
Cisco Unified Web and E-Mail Interaction Manager Supervision Console User’s Guide
Cisco Unified Web and E-Mail Interaction Manager System Console User’s Guide

Cisco Unified Web and E-Mail Interaction Manager Tools Console User’s Guide
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An authoring console, the Knowledge Base Console is used to build and publish the
Knowledge Base (KB), arepository of predefined content for use during interactions
with customers. It is used by:

4

4

Authors and reviewers to create and manage content by adding, editing, and
approving of KB articles.

Managers and engineers to publish the articles.

This chapter deals with Knowledge Base (KB) basics. It provides an introduction to
important concepts and a quick tour of the console.

About the Knowledge Base

The Knowledge Base is a very important part of the system. It helps you:

4

Provide consistent and accurate information to your customers across all
interaction channels; self-service, email, web chat, and phone.

Enhance agent productivity by empowering them with a range of knowledge
tools.

Reduce training time and cost by helping new agents function like experts.

Reduce service costs by reusing knowledge across al channels.

Author once, use everywhere

4

Create and maintain a centralized repository of knowledge to provide quick
access to fast and accurate responses to agents and customers.

In an environment where there is high agent turnover, the centralized, easily
accessible KB speeds the learning curve of new agents with a standard set of
accurate answers.

Dashboard for real-time information

4

Monitor the health of the contact center without running lengthy reports. Users
can create dashboards with multiple pieces of information which would enable a
user to manage their contact center more effectively.

Monitors multiple types of information, including article access, and article
usage.
Graphical display of information is easily understandable at a glance.
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Indexed smart search

4

Use the smart indexed text search engine to navigate the tree like structure of
folders within the Knowledge Base to find an article. After a search has been
run, further sort the results alphabetically and in ascending or descending order.
You can also search on partial words (i.e.: typing tim* would give timeframe,
time period, etc.).

Search allows for finding knowledge articles based on advanced attributes such
as “creation date.” “expiry date,” etc.

Frequent search queries can be saved to reuse and execute again.

Search results can be exported to an external file.

Easy access through Agent Console

4

Users quickly locate answers and respond to standard questions cutting down
response times.

Drag and drop articles into responses.

Significantly decrease response times with ready-made, easily accessible
answers.

Key terms and concepts

Knowledge Base tree

The Knowledge Base tree reflects the organization of the KB as a hierarchy of
folders, subfolders, and articles. It has two folders at the top level:

1

2.

Content

Useful Items: Contains foldersto provide “ short cuts’ to various types of useful
articles.

Departments:. Includes all KB folders, organized by department.

The node in the KB tree that holds content in the form of articles that are organized
into folders and subfolders.



Article

Information is stored in the form of articles in the Knowledge Base Console. These
articles are used during customer interactions. Authors create and maintain articlesin
the KB Console. Attributes of an article are name, description, language, expiry date,
macro, content, keywords, attachments, and classifications.

Folder
Knowledge Base Console has two main folders, Useful items and Department. These
folders contain information in the form of articles. Authors can create new foldersin
the Department folder.
Bookmark
Authors can bookmark certain articles which they feel are apt for resolving customer
gueries. Agents can view these bookmarked articles in their Reply pane and simply
add them in their response to customer query. This saves the time an agents spends
in searching for an apt article. There are three types of bookmarks:
1. Globa
2. Queue
3. Personal
Attachment
Authors can add additional information to the articles in the form of attachments.
Rating
Articles can be rated on their usefulness. For instance, very helpful, helpful, and not
helpful.
Versions

Authors can edit the articles as per the requirement and save the changes. However,
the previous article is saved as a version. Authors can view the details of each
version.
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Approval process

Agents can create articles in the Agent Console. These articles are suggested articles.
Authors view the suggested articlesin KB Console and approve or reject their usage.

Elements of the console interface

To get to know the console user interface better, let us begin by dividing it into five

functional areas:

Tree: Knowledge Base
SREXFRRL
= Knowledge Base
lil Useful Tkems
E‘lil Departments

E‘J‘E Customer Support
E‘lil Conkent
lil Personal
E‘lil Shared
E‘lil Skandard
Chat
Ermnail

List: Knowledge Base E]

EARE EEIED QA0 =)
Mame & Creation Date

|3 Departments

|C=) Useful Items

Properties: Knowledge Base El

General
Mame Yalue
Mame Knowledge Base

Created Date

User name: pa Language: English

Elements of the console user interface

1. Consoletoolbar: The console toolbar appears at the top of the screen. It has
several buttons which enable you to perform some specific functions. For

instance, send and receive internal messages, log out of the system, and access

online help for Knowledge Base.

2. Treepane: The Tree pane presents the knowledge base folders as atree list,
allowing you to select the node (folder) that you wish to work in. When you

select afolder, its first-level contents —subfolders — are displayed in the List
pane. In this pane, you can cut, copy, or paste folders, delete folders which you

have created, manage bookmarks, manage approval process, and print folder

contents.



To expand al first and second level nodes with a single click, shift + click the
plus [+] button next to the topmost node. The contents of all first and second
level nodes are displayed in the Tree pane.

3. List pane: The List pane displays first-level contents of the folder selected in
the Tree pane. You can view the name, description, date of creation, etc., of the
displayed contents. Please note that you can view only those columns that the
administrator has permitted for display. From the List pane you can create new
folders, create new articles, delete folders and articles, print content, copy
content, delete and create new folders and articles, cut paste folders and articles,
etc.

4. Properties pane: The Properties pane displays the attributes of the folder or
article selected in the List pane. In this pane, you can define the folder name and
description, define the articles name, content, macro, attachments, etc.

5. Satusbar: The status bar is present at the bottom of every screen. It displays
the following information:

o The user name with which the user has logged in the system.
o Thelanguage currently in use.
o The status of the system (L oading, Ready, etcetera)

KB user access

Roles

Administrators control access to the KB Console with the help of roles, permissions,
and actions.

Applications have a standard set of predefined actions that a user can perform. Such
actions can have a defined hierarchy. For example, replying to an email implies
reading the email. This hierarchy can be of any level. If a user can do atop-level
action, it isimplied that they will be able to do alower level action as well.

Some actions have exclusive relationships with other actions. It will be possible to
define this relationship between one action and one or more other actions.

Examples of actions are: creating a user, deleting an article, running a report,
scheduling a report, replying to an email, pulling a customer from a queue.

Roles are a collection of such actions that a user can perform. The examples of the
roles are: Agent, Manager, KB Author, KB Publisher, Administrator, Reports User,
and so on.
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Roles can have actions that are allowed by different applications. For example, a
person may be able to view a report (managed by a reporting application) and reply
to emails (managed by the email application). These roles will be assigned to users.
One or more roles can be assigned to users.

Permissions

Actions

Permissions can be given to KB users depending upon the need and the skill-set of
the user. A KB user can see only those folders in KB Console or Agent Console,
which the user has access permission to. There are no article level permissions. If
there are sub-folders in the folder, which is given explicit permission, the user gets
implicit permission to sub-folders. Articles and folders can be created in the folder if
the user has implicit permissions to create.

The KB has a standard set of predefined actions with a defined hierarchy. For
example, modifying a KB article will imply reading it. This hierarchy can be of any
level. If auser can do atop-level action, it isimplied that they will be able to do a
lower level actions too. Examples of KB actions are creating article, submitting
article, deleting article, and so on.

Granting permissions

The administrator grants permissions from the Administration Console depending
upon the need and the skill-set of the user. You can see only those foldersin
Knowledge Base Console or Agent Console, which you have access permission to.
There are no Article level permissions.

If aKB agent has permission to a particular folder in the Agent Console, he will see
only approved articles, and articles suggested by him.

Folder permissions are on Shared folders only. Only the owner can access personal
folders. However, other users can view Personal folders, if it is configured for Public
viewing.
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Search is a very useful feature in Knowledge Base (KB). Use this feature to locate
articles in the KB folders.

Y ou cannot carry out a search on personal folder contents of other users. Only the
owner of the folder has the relevant permissions.

Creating searches

By default two global searches are created in the system, and they can't be deleted.
In addition to them, you can create more searches.

Creating searches

To create a search
1. Inthe Knowledge Base Console toolbar, click the Search + button.
The Search window appears.

2. In the Search window, go to the Criteria pane toolbar and click the New B
button.

3. Select the object type as articles.
The Criteria pane refreshes to display alist of attributes available for search.

73 Search - Microsoft Internet Explorer

Criteria: <New search>>

Ceawmkb Se
Object type: |article =] Look in: |Departments ] M s2arch subfolders
el Advanced | Relationships |
Type Attribute Operator Value Boolean
Article Department name Conkains LI AND LI o
Article Mame Contains LI AND LI:‘
Article Description Conkains LI AND LI
Article Keywords Contains LI AND LI

-l

R.esults Properties

The properties of the item selected in the
Results pane are displayed here,

User name: pa | Language: English Results:0

Create a new search




Next, select the KB folder where you want to search for the articles. In the L ook
in field, click the Assistance =!I button and from the Select Folder window
select the folder where you want to search.

Use this option when you are fairly sure that the article you are looking for
belongs to a particular folder. You thus limit the scope of search and make it
faster.

Now, in the Basic tab specify the search criteria. You can search on attributes
such as, name, description, keywords, summary, content, and macro name.

Next, go to the Advanced tab and specify additional search criteria options.
Advanced search includes attributes such as last modified date, creation date,
expiration date, commit state, and author. Advanced search narrows down the
scope of search and you get only the most relevant results.

Lastly, go to the Relationships tab and defining the criteria that are related to
classifications and attachments. This further narrows down the scope of search.

Click the Run P button to run the search.

You can view the results of the search in the Results pane. From the Results
pane you can export search results, delete articles, and locate articles in the KB
Console. And, from the Properties pane you can edit the articles.

Deleting searches

If you want you can delete the searches.

To delete a search

1.

Select the search in the Open Search, or Save Search, or Save Search As
window.

Press the Delete key on the keyboard.

A message appears asking to confirm the deletion. Click Yes to delete the
search.
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Saving searches

You can save the search criteria that you use most commonly. This helps you save
time, as you can open the saved searches and run them quickly.

To save a search

1
2.
3.

First, create a search.
To save the search, click the Save B button in the Search window toolbar.

In the Save Search window, provide the following details.

o  Search name: Type a name for the search. Use a name that adequately
represents the search attributes.

o Search type: Select the type of search from the dropdown list. There are
two options available.

e Global Searches. A global search is available to all the users.

e Personal Searches: A persona search isavailable only to the user who
createsit.

o Click the Save button to save the search criteria

Running saved searches

20

Y ou can access saved searches anytime, by locating and opening them.

To open a saved search

1.

In the Knowledge Base Console toolbar, click the Search ~ putton.
The Search window appears.
In the Search window toolbar, click the Open =¥ button.

In the Open Search window, select the search that you want to open and click
the Open button.

The search criteriais displayed in the Search window. Now you can run the
search.

Click the Run P button to run the search.



Stopping searches

Y ou may want to stop a running search for multiple reasons such as to edit search
parameters, limit search results, and so on.

To stop a search
» In the Search window toolbar, click the Stop 4 putton.

Creating a search from saved searches

You can also create new searches from aready saved searches. For example, you
have a saved search and you make changes to it. Now you want to keep the old
search, and also want to save the new one. Or, if there is a search saved as a global
search and you want to save it as personal search or vice versa.

To create a search from a saved search

1. First, open a saved search.

2. Click the Save as " button in the Search window toolbar.
Save Search As window appears.

3. Inthe window provide the following details.

o  Search name: Type a name for the search. Use a hame that adequately
represents the search attributes.

o Search type: Select the type of search from the dropdown list. There are
two options available.

e Global Searches: A global search is available to all the users.

e Personal Searches: A persona search isavailable only to the user who
creates it.

o Click the Save button.

21
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Locating articles in the console

After you have run the search and get some search results, you can easily locate the
articles returned by the search in the KB Console with a click of a button. You are
automatically taken to the exact KB folder in which the article is located.

To locate an article in the console

1. After you run the search, from the Results pane select the article you want to
locate in the console.

2. Inthe Results panetoolbar, click the L ocate in console £ putton. You are taken
to the exact location of the article in the console.

Exporting search results

You can save alocal copy of the search results on your computer. Once you save the
results on your local machine or network, you do not have to be logged in to the
console to access the search results. The results are saved in Excel format.

To export the search results

1. After you run the search, in the Results pane toolbar, click the Export search
results & button.

2. A message appears asking, if you want to open or save the search results. Click
the Save button.

3. A message appears asking where you want to save the results. Select the
location where you want to save the results. The results are saved in Excel
format.

Printing search results

22

Y ou may want to print search results for using it to circulate important data amongst
other members or else in a presentation. With printed search data handy, you do not
have to log in to the console to access the same information all the time.

To print search results

1. After you run the search click the Print Preview ] putton in the Criteria pane
toolbar.



In the Print Options window, do the following.

a. From the available options select what you want to print. The options
available are Criteria, Results and Details.

b. Specify if you want to print al the results or selected results only and click
the OK button.

Search_Print window appears. It shows the details of al the articles selected for
printing.

In the Search_Print window, click the Save As " button. In the Save As
window that appears, select the format in which you want to save the contents of
the articles. The options available are Adobe Acrobat PDF and Microsoft Excel.
Click the OK button.

O Microsaft Excel

QK | Cancel| Help

Select the format for saving search results

23
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Common 7 Knowledge Base

folders

Department

folders

Departme

Content

Shared

The folder structure in the KB Console is designed to help you use the console
efficiently to its fullest strength. To ease out various functions in the console, the
system provides you with some default folders. If you have the permissions, you can
also create folders and sub-folders in this console.

The default folders in KB Console enable you to categorize KB articlesin an
appropriate manner. If you have the required permissions, you can create, modify,
rename, delete, copy, and paste folders. Y ou can print al articlesin afolder at once
by printing the folder.

Tree: Knowledge Base
SREXFRRL |

= I3 Useful Ttems
+[E Articles about ta expire
+/ ) Most popular articles
+[E) Recently added articles
+/E Recently changed articles
+[E suggestions
/I Departments
=|s5 customer Support i
=/l Content
+/I71 Personal ]
+/IZ] Shared

Folders in the KB Console Tree pane

nt folders

The Departments node in the KB tree includes all KB folders, organized by
department. There are three root folders under each department folder.

The node in the KB tree that holds content in the form of articles that are organized
into folders and sub-folders.

The shared folder is pre defined, and cannot be renamed. Y ou cannot create articles
directly under this folder. However, you can create sub-folders under it and articles
inside sub-folders.

The Shared folder contains the Standard folders.

25
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Standard

Personal

26

The Standard folder cannot be renamed. This folder contains sub-folders called Chat
and Email. Y ou cannot create additional sub-folders under Standard folder. You can
create additional sub-folders under the sub-folders of chat and email folders.

The chat and email folders contain additional sub-folders:

» Chat

o Quick Links

o Quick Responses
» Email

O Headers

o Greetings

o Footers

o  Signatures

When a new user is created in the system, a personal folder for that user is created in
the persona folder. Foldersin persona folder can be created by agents through the
Agent Console. The agent who creates a personal folder is the owner of that folder.
As an owner he can create and manage articles and sub-folders within your personal
folder.

If apersonal folder is made available for public viewing during creation, then other
KB users can view it. Knowledge Base (KB) users with Manage Personal Folder
action can see all persona folders. Such users can also modify or delete the folder
contents for all users.

This folder is pre defined, and cannot be renamed. Sub folders or articles can be
created directly under this folder. All articles created under persona folder are
directly approved and saved. They do not go through the suggestion and approval
process.



Managing folders

Creating KB foldersis atwo-fold process. First, you create the KB folders, and then
assign permissions to other users to work in the folders.

Creating folders

Y ou can create folders and subfolders to organize articles. Remember that you
require the necessary permissions to create and modify folders.

To create a folder

1

5.

In the Tree pane, browse to Knowledge Base> Departments> Your
Department > Content.

Select the folder in which you want to create a new folder.
In the List pane toolbar, click the New folder ¥ button.
The Properties pane refreshes to show the attributes of the new folder.

In the Properties pane, go to the Genera tab and provide the following details.

o Name: Type a hame of the folder.
o Description: Type a brief description.

o Type: Select the type as Cisco Knowledge Base folder.

Properties: Credit cards

28 2
EiEmErE Permissions
Mame Yalue
Mame * Credit cards
Description
Type Cisco Knowledge Base Folder LI

A T A S S Py S P A P U S S P S A = S S

Type general properties on the folder

Click the Save # button.

The new KB folder is created. Now you can create articles and sub folders in this
folder. You can aso give other users permissions to work in these folders. For more
information on permissions see “Assigning permissions on folders’ on page 28.
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Assigning permissions on folders

After you have created the KB folders, you can give permissions to users and user
groups on them. Y ou can give the following permissions.

28

»

»

Own folder

View folder: This permission is given automatically when you give the
following permissions. Delete folder, Create folder, Create article, Edit article,
Delete article, or Suggest article. And, when View folder permission is removed
all the permissions get removed automatically.

Edit folder
Delete folder

Create folder: When you give Create folder permission, the Create article
permission is assigned automatically.

Create article: Create article permission is given automatically when you give
Create folder permission.

Edit article
Delete article
Suggest article

2\ Important: Permissions can be given only to the users and

Y user groups who have appropriate actions assigned to them.
When permissions are given to a user group, all users in that user
group get those permissions automatically.

To assign permissions

1

In the Tree pane browse to, Knowledge Base > Departments > Your
Department > Content.

Select the folder on which you want to assign permissions.

In the Properties pane, go to the Permissions tab and assign permissions to the
users and user groups on the folder.

You can assign permissions in two ways.

o Assign the permission to each user individually.

o UsetheSelect all © button to give apermission to all the usersin one go.
For example: If you have to give al the users view permission on al the
folders, instead of giving view permission to each user individually, you can

select the permission, and use the Select all button to give view permission
to al the users.



Permissions can be given only to the users and user groups who have the

appropriate actions assigned to them. If the actions are not assigned to the users, then
the permissions options against their name appear disabled.

Properties: Credit cards
B2

General |

Permissions

I Types v >
User

User Group Mame OwnF... View Folder Edit Fol... Delete Folder  Create Foh

agent003 O ] O O -

agent004 O ] O O [r__‘

agent00? O ] O O O
OO UR PR g R r=rstl syl W[OS o OV DU N I v

Set up access to the folder

Click the Save H button.

Deleting folders

You can delete afolder only if you have the permission to do so. When you delete a
folder, al its contents and subfolders get deleted automatically.

Important: When you delete a folder all its sub folders and
¥ content are deleted automatically.

To delete a folder

1. Inthe Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

2. Select the folder which you want to delete. You can select multiple folders for
deletion.

3. Click the Delete X button.

Important: The delete button is enabled only if you have

'Y delete permission on the folder. If you are deleting multiple
folders, and you do not have delete permissions on all of them,
only those folders on which you have delete permission get
deleted. You are notified about the folders that have not been
deleted.
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Copying folders

30

You can easily move around the KB folders after you have created them. You can
either create a copy of the folder in another folder or you can remove it from one
folder and move it to another one.

When you copy afolder to another folder, the users inherit the permissions of the
folder to which it is being moved.And, when you move afolder from one folder to
another, the usersinherit the permissions of the folder to which it is being moved and
also of the folder from which it is being moved.

To create copies of a folder

1. Inthe Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

2. Select the folder for which you want to create copies.

3. If you want to move the folder from one folder to another, usethe Cut ¢ button
to remove the folder from the folder in which it exist and go to the folder in
which you want to add it, and click the Paste ‘= button in the List pane toolbar.

4. If you ssimply want to create a copy of the existing folder, use the Copy%
button to copy the folder and go to the folder in which you want to add it and
click the Paste = button in the List pane toolbar.

5. After the folder gets copied, check the permissions assigned to the users on the
folder, and if required, edit the properties of the newly created folder.



Article
content

» Creating articles

» Deleting articles

» Updating articles
» Classifications

» Working with notes
» Viewing versions

» Creating copies of articles
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Articles are the basic form of content or information. They are organized in a manner
that can be used in composing responses in the application.

2\ Important: Except for the articles created in the Personal
% folders, all other KB articles can be edited only from the KB
Console.

There are various types of articles that can be created. They are:
» Persona articles. Agents can create articles for there personal reference.

» Standard articles: For the email channel the headers, footers, signatures, and
greetings. For chat channel the quick links and quick responses.

0  Quick Responses: Quick responses are frequently used messages that can be
easily used by agents in chat sessions. Agents can use these standard
responses in the chat, instead of remembering and typing them each time.
For example, Welcome can be aquick response that corresponds to the
standard welcome message used across all departments and by all agents.
The text of this quick response can be 7/Zank you for contacting the
Customer Care center. How may I assist you toda}/?’ Instead of typing the
whole welcome message repeatedly, the agent can use the quick response.
And if you create amacro for it, it can become even more useful. The agent
doesn’t have to use the Quick Responses button again and again, and can
just type the macro. This will reduce the number of clicks and retyping of
the same message repeatedly.

O Quick Links: Quick links are frequently used web page URLSs that can be
easily used by agentsin chat sessions. Agents can use these standard web
pages in the chat Reply pane, instead of remembering and type them each
time. For example, Ya/oo Finance can be aquick link that points to the
URL /Ltfp//fmm.}/mo.wm/.

It is important to note that the list of quick responses and quick links have to be
mapped to a queue from the Media tab from the Administration Console. Only the
quick responses and quick links that are mapped to a queue, appear in the dropdown
list in the Reply pane to the agent for quick access. All the quick responses and quick
links to which the agent has permission appear in the Knowledge Base section of the
Information pane, irrespective of the list of quick responses and quick links mapped
to the queue from the Mediatab. So, if a specific quick response is not part of thelist
of quick responses mapped to a queue from the Media tab but if the agent has
permission to view it, such a quick response will not appear in the dropdown list.
However, the agent can always access it from the Knowledge Base section of the
Information pane.
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Creating articles

You can create articles from the Knowledge Base (KB) Console. Based on the
licenses that you have, you can use the same articles in multiple channels. It makes it
easy for you to create centralized knowledge, and update and maintain it easily. This
also ensures that you provide the same information through all the channels.

Agents can create articles from the Agent Console and can submit them as
suggestions. The submitted articles have to be reviewed and approved by the authors
from the KB Console. The approved articles can then be made available to the agents
for use.

Creating content

As aKB user, you can create a wide gamut of KB articles that would be used by
agents to respond to activities. The articles that you create should be concise and
clear.

In this section we will see the various options available for creating the content of the
article.

Y ou can create two types of article:

1. HTML articles: Inthe HTML articles you can use the various text formatting,
and other options like, numbering, bullets, alignment, adding pictures, and links
to web pages etc.

2. Plaintext articles: In the plain text articles you can add only text. You cannot
add any images, hyperlinks, colored text etc.

Y ou can change the type of the article, even after creating the content of the article.
It is important to note that if you change the type from HTML to plain, all the
formatting of the content is lost, and the content appears as plain text.

To create an article

1. Inthe Tree pane, browse to Knowledge Base> Departments> Your department
> Content.

2. Select the folder in which you want to create a new article.
3. Inthe List pane toolbar, click the New article T button.
The Properties pane refreshes to show the attributes of the new article.

4. In the Properties pane, go to the General tab and provide the following details.

o Folder: It displays the path of the folder in which you are creating the
article. The value of the field is generated automatically, and it cannot be
changed.
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Q

Q

Name: Type a name of the article. Thisis required information.
Description: Type a brief description.
Language: From the dropdown list, select a language.

Expiration Date: Select an expiration date for the article. If you want that
the article you are creating should become unavailable to the users on a
particular date, you can give an expiration date for the article. The article is
automatically withdrawn on the given date. For example, you are creating
an article about a special offer being given to the customers for a period of
one month, and you want that the article should be withdrawn on a
particular date, you can give an expiration date for the article.

Browsable in agent console: You can specify if the agent should be
allowed to view the articlein the Agent Console. By default Yes is selected.
Select No if you don’'t want to expose the article to the agents. You can use
this option when you are still working on an article and don’t want the
agentsto view it, or when you want to make changes in the article and don’t
want the agents to view it till it is updated.

Searchable in agent console: You can specify if the agent should be
allowed to search the article in the Agent Console. By default Yesis
selected. If you select No, the agents won’t be able to search the article. You
can use this option when you are still working on an article and don’t want
the agents to view it, or when you want to make changes in the article and
don’'t want the agents to view it till it is updated.

Suggested By: Shows the name of the user who is creating the article.

Properties: Special offers

BERERKR

General

Metadata | Content |Attachments | Bookmarks | Classification!

Mame Yalue

Falder Knowledge BaselDepartmentsiCustomer SupportiContent., ..
Mame * Special offers I
Description

Language English (LS} LI

Macro name

Macro description

Macro default value

Macro exception article _I
Priority

Expiration date 04/30/2007 LI
Browsable in agent con... Yes LI
Searchable in agent co... Yes LI

Suggested by pa

e e e

Set the g\eneralyproperties

5. Now, go to the Content tab. Here we create the content of the article.



a. Firgt, select the type of article you want to create. In the Text box toolbar,
click the HTML Plain & button, to select the article type. By default
HTML is selected. When you change the type from HTML to plain, any
formatting done in the current content is lost.

In the List pane you can identify the plain text and HTML articles by
looking at the article image. (add image).

b. Next, type the content of the article in the text box. Here you can use the
various formatting tools available to format your article content. You can
also add hyperlinks to the HTML type of articles.

When you are creating the quick responses ana quick linksit isimportant to
note that when the agent uses the quick response and quick linksin the chat,
the content is displayed in plain text. In other words, the content of the
quick responses and quick links will be displayed in the same font style and
attributes as are the other messages that the agent typesin. So it is
recommended that you don’t spend time formatting the text of these articles.

| Properties: Spegial offers
HERER®S f

Content

General |Metadata Attachments | Bookmarks | Classifications |

SO BEREH@T-A-A-BITU
GREE=Z=-==@

Wie're always offering you exciting ways to save maney, earn SkyMiles and
get you closer to your next vacation. As a SkiMiles Credit Cardmember,
you can take adwvantage of a wide range of valuable offers. You can save
an wacation packages, at restaurants-even earn extra SkyMiles when you

(i
Il
i
-
|
.
1
+*

1

purchase products and services fram participating merchants. 1
Wie're adding new special offers all the time, so make sure to visit this ]
page regularly. Oryou can have Special Offers e-mailed directly to you.

Sign me up now J

Create the content of the article

c. To add hyperlinks to the article content, click the Insert Hyperlink @
button in the Text box toolbar and in the Explorer User Prompt window,
type the hyperlink you want to add.

Script Prampt: oK
URL [for example, http:/ A, cisco.com]:
Cancel

|http: £ A pourcompany, com/specialoffers

Type the web address
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10.

After creating the content, you can run a spell-checker on the content.

d. To run the spell checker, in the Text box toolbar, click the Spell Check 4
button. Spelling Check window appears. The Not in dictionary section
shows the mis-spelled words in red and the Suggestions section shows the
suggested words for them. You can either ignore the suggestion or you can
change the mis-spelled word to the suggested word. You can also suggest
the word to be added to the dictionary by using the Suggest button. You can
also add aword to your personal dictionary by clicking the Add button.

3 Spelling Check

Dictionary: English {US) Dictionary LI
Mot in dictionary
You can save on vacation packages, at restaurants-even
earn extra SkyMiles when you purchase products and - T
services from participating merchants. anore
Suggest
Wie're addig new special offers all the time, 0 make sure » add
Suggestions:
[ Change
gadding
madding ngange
padding v i
Dptions Cancel Help

Ru

S

the spell checker

e. Lastly, before saving the article you can preview it to seeif it appears asyou
want it to. In the Properties pane toolbar, click the Preview article
button. The Preview Article window appears. Here you can preview the
content and attachments of the article.

In the Metadata tab, specify the metadata for the article. For details, see
“Metadata” on page 51.

In the Attachments tab, attach external and internal attachments to the article.
For details, see “ Attachments’ on page 46.

In the Bookmarks tab, bookmark the article for queues or globally. For details,
see “Bookmarks’ on page 58.

In the Classifications tab, assign categories and resolution codes to the article.
For details, see “Classifications’ on page 40.

Click the Save B button.



Previewing content

After creating your article, you can preview it to see how it will appear to the end
user. Thislets you see if the article appears as you intend it to. Y ou can preview the
content and attachments of the article.

To preview an article

1. Inthe Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

2. Goto asub folder and select an article in the List pane.

3. Inthe Properties pane toolbar, click the Preview article 2 putton. Preview
Article window appears. Here you can preview the content and attachments of
the article.

If you have used any macros in the article, and have not expanded them in the
article, they appear expanded in the preview window so that you can preview its
content as well.

<3 Preview Article -- Web Page Dialop

Thiz is how the article will appear to a recipient of the article,

ComEe Attachments |

Wie're always offering you exciting ways to save maney, earn
SkyMiles and get you closer to your next vacation. As a SkiMiles
Credit Cardmember, yvou can take advantage of a wide range of
valuable offers. You can save on vacation packages, at
restaurants-even earn extra SkyMiles when you purchase products
and services fram participating merchants.

Wie're adding new special offers all the time, so make sure to visit
this page regularly. Or you can have Special Offers e-mailed

directly tayou. Sign me up now

oK Help

Preview the article

Deleting articles

You can delete articles from afolder only if you have the permission to delete
articles. Articles, except the onesin personal folder, can be deleted only from the KB
Console. The owner of a personal folder can delete the articles within it, from the
Agent Console.
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An article cannot be deleted if:

»

»

It is used as a macro in another article, and the macro has not been expanded.

It is used in Media tab in the queue.

7\ Important: When you delete an article, all its previously stored
% versions also get deleted.

To delete an article

1

In the Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

Go to a sub folder and select the article you want to delete. You can select
multiple articles.

In the List pane toolbar, click the Delete X putton.

%\ Important: The Delete button is enabled only if you have delete
»¥ permission on the article.

Updating articles

38

You can modify or update articles globally. Thisis especially useful if there are terms
such as company name, hame of personnel, and other specifications that have to be
updated across al or selective articles.

2\ Important: You can update the content, summary, and
Y keywords of the article.

To update articles

1

In the Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

Either select asingle article or afolder in which you want to update the content.

When you select afolder all the articles in the folder and its sub folder get
selected.

In the Properties pane toolbar, click the Find and replace #¥ button.

In the Find and Replace window provide the following details.

o Find what: Type the word or phrase you want to find.



Q

Q

Replace with: Type the word or phrase with which you want to replace the
existing content.

Specify the scope of search. Choose from one of the options:

e Current article: Finds and replaces the term only in the currently
selected article.

e All articlesin current folder: Finds and replaces the term in the
folder, in which the article is selected.

e All articlesat and below current folder: Finds and replaces the term
in the folder in which the article is selected, and all its subfolders.

e Allarticlesin all folders: Finds and replaces the term in al articlesin
the KB.

Match case: Select this option if you want the search to be case sensitive.

For example, if you select the match case option, and the word you give in
the Find what field isin upper case, then it will find only words in upper
case and ignore the words in lower case.

Find wholeword only: The search will look for the exact word as specified
in the Find what field.

For example, you want to replace the word cnvestin an article, and the
article contains words civest, Lwestment, investing and tnvested. If you
select thisoption, it will replace only the word invest. But if you don't select
this option it will replace the word cnvest in al the words like W&rté@,
Lnwested, investment

Unattended replace: This option is enabled only when the scope of search
is more that one article.

If, in the Find where options you have selected Current article, then this
option is disabled. It replaces all instances of the term without asking for
replacement of every occurrence. You should select this option only when
you are very sure of what you are doing.

After specifying the parameters of your search, select what you want to do. The
following options are available.

Q

Q

o

Find Next: Finds the next occurrence.
Replace: Replaces the selected term.

Replace All: This option is available only when you are editing text in a
single article, or you have selected the unattended replace option. It replaces
all the occurrences of the searched word and in the end tells you the number
of words that have been replaced.
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A x|

Find what: |original word

Replace with: |New word

Search options

Find where: Options:

® Current article [OmMatch case
[CIFind whole ward only

O all articles in current folder
- Unattended replace

O all articles at and below current folder

O all articles in all folders

Find Mext | Replace | Replace alll  Cancel Help

Find and replace text

Classifications

Classifications are used by the system to efficiently organize al the articles
according to any specific feature. When such articles are used in activities and
responses, they too get classified in the same group. The system provides you with
two classification tools, categories and resolution codes.

Classifying articles

40

Articles are classified based on some common parameters, to enable efficient and
organized format. When an articleis used in aresponse, the classifications associated
with that article are used to categorize the activity. Classifications are useful
especialy for reporting. They also help in searching articles.

To classify an article

1. Inthe Tree pane, browse to Knowledge Base > Departments > Yousr
Department > Content.

2. Goto asub folder and select an article.

3. Inthe Properties pane, go to the Classifications tab and select the resolution
codes and categories you want to assign to the article. Whenever this article is
used in aresponse for an activity, the activity inherits the classification of the
article.



Properties: Special offers
BZ@?ER%E

General | Metadata | Content | Attachments | Bookmarks

Classifications

Available classifications Selected classifications
E‘ E Classifications Mame & Path
E‘ E Categories 2 Information - Classifications - Categories - Inform. ..
E‘E Information —
E Service issue <
E‘ E Resaolution Codes bt

& roooe: 1001

4. Click the Save H button.

Working with notes

Notes can be added to articles for internal usage. Use notes to convey specific
comments, share tips, and information with co-authors. Notes play a very important
part in the approval process. Y ou can use them to convey any special comments to
approvers of next level and also while sending back the articles to the agent for
modifications. More more details on the approval process see (add chapter cross-ref)

Adding notes

To add a note

1. Inthe Tree pane, browse to Knowledge Base > Departments > Yousr
Department > Content.

2. Select the article to which you want to add a note.
3. Inthe Properties pane toolbar, click the Notes # putton.

The View Notes window appears. This displays previous notes, if any.
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<} View Notes -- Web Page Dialog

Click the Add... button to add a new note,

From: pa
Date: 3/27/2007 1:59:07 PM
Update the article with latest offer details.

Add Delete oK Cancel Help

Existing notes, if any, are displayed in the View Notes window

4. Click the Add button, to add a new note. Add Notes window appears. In the
window, type the content of the note and click the OK button.

3 Add Notes -- Web Page Dialog

Enter a note below, Click the Ok button when finizhed.
Updated the article |

ok Cancel Help

Add a note

5. Click the OK button to close the View Notes window.

Deleting notes

To delete a note
1. Inthe Tree pane, browse to Knowledge Base> Departments> Yousr
Department > Content.
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2. Select the article from which you want to delete a note.
3. Inthe Properties pane toolbar, click the Notes # putton.
The View Notes window appears. This displays previous notes, if any.

4. Inthe View Notes window, select the note you want to delete and click the
Delete X button.

5. Click the OK button to close the View Notes window.

Viewing versions

Every time you change the content or attachments of the article, a new version of the
articleis created. Versions help you keep track of the changes you maketo an article.
The version details of an article can be accessed only from the KB Console. When an
article is deleted al its versions get deleted automatically.

To view versions of an article

1. Inthe Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

2. Select the article for which you want to view the versions.
3. Inthe Properties pane toolbar, click the View versions ® putton.

The View Versions window appears. Here you can see all the previous versions
of the article, listed in descending order. You can view the general properties,
metadata, content, and attachments of the previous versions.

7\ Important: As quick responses and quick links don’t have
Y attachments, the attachments tab will not be available for them.
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<3 View Versions -- Web Page Dialog

Vers,,.  Mame Descript...  Creation Time Date Modified

4 Special offers 323/2007 10:29:49 AM 3{27/2007 1:40:20 PM
3 Special offers 323/2007 10:29:49 AM 3{27/2007 1:20:52 PM
2 Special offers. .. 323/2007 10:29:49 AM 3f27/2007 1:16:19 PM
1 Special offers 3{23/2007 10:29:49 AM 3{27/2007 1:09:02 PM
General

Metadata | Content | Attachments |

Mame Yalue

Falder Knowledge BaselDepartmentsiCustomer SupportiContent!Shar,,, =
Mame Special offers

Description

Language English (LS}

Macro name

Macro description

Close Help

View older versions of an article

Creating copies of articles
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You can easily create copies of articles or move them among different KB folders.
You can either remove an article from one folder and move it to another or you can
simply create a copy of the article in another folder. This comes handy when two
articles have nearly similar content and you copy it over and edit the copy to make
the needed changes. Or, if you create an article in one folder and at a later time
decide to move it to another folder.

When you cut paste an article all the properties on the article are copied over. But
when you copy paste an article, the four macros fields in the General tab don't get
copied over.

Y ou can copy articles from personal to shared folders and vice versa. To move
around or copy article among folders you need to have proper permissions on the
folders. They are:

» To copy articles from afolder you need to have View folders permission on that
folder.

» To cut articles from afolder you need to have Delete articles permission on that
folder.



» To paste articlesin a folder you need to have Create articles permission on that
folder.

To create copies of an article

1. Inthe Tree pane, browse to Knowledge Base> Departments> Your
Department > Content.

2. Select the article for which you want to create copies.

3. If you want to move the article from one folder to another, use the Cut &
button to remove the article from the folder in which it exist and go to the folder
in which you want to add it, and click the Paste = button in the List pane
toolbar.

4. If you ssimply want to create a copy of the existing article, use the Copy B3
button to copy the article and go to the folder in which you want to add it and
click the Paste = button in the List pane toolbar.

Edit the properties of the newly created article.
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Attachments

About attachments

Working with internal attachments
Working with external attachments
Deleting attachments

Previewing attachments



About attachments

Attachments enable you to use your existing information sources within the system.

You can add two types of attachments:

» Internal attachment: When you attach afile as an internal attachment, a local
copy of thefileis created on the system server and is used in the article. Use this
option when the content of the attachment is not going to change at all, and you
are not interested in any changes to original content.

» External attachment: When you attach files as external attachments you can use
the latest versions of the files as attachments to articles. Thisis useful when the
files keep changing periodically and you always want the users to see the latest
version of thefile.

Working with internal attachments

You can add afile from your PC or part of the network, as an internal attachment.
Such an attachment is stored in the system. It is important to note that:

» The attachment content cannot be modified. It can only be viewed.

» More than one file can be added as an internal attachment.

Attaching internal files

To attach a fileto an article

1. Inthe Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

2. IntheList pane, select an article.
3. Inthe Properties pane, go the Attachments tab.
4. Inthe Interna section, click the New T putton.

New Attachment window appears.
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5. Inthe New Attachment window, click the Browse button to browse to the file
you want to attach.

a x|

File name and path: * [ |[ Browse.. |

oK | Cancel| Help

Create an internal attachment

6. After browsing to thefile, click the OK button to attach the file.
7. Click the Save [ button.

Specify the file to attach

Working with external attachments

You can add afile to the article as an external attachment. When an article is saved,
the content of each attachment is obtained and stored locally.

Setting up access to the source

To set up accessto the source
1. Firgt, share the folder from which you want to attach external attachments.

2. After you have shared it, test it by accessing it from your machine. To do that,
go to, Sart > Run and in the Open field provide the location of the folder with
the complete machine name and click OK.

It should open the file which you want to attach as external attachment.

Attaching external files

To attach an external fileto an article

1. Inthe Tree pane, browse to Knowledge Base > Departments > Yousr
Department > Content.

2. Select an article in the List pane.
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3. Inthe Properties pane, go the Attachments tab.

New Attachment window appears.

Go to the External section, click the New ™ putton.

In the New Attachment window, provide the following details.

o Name: Provide the complete name of the file with the file extension.

o UNC file name and path: Provide the complete path of the file with the

complete file name and extension.

o User name: Provide the user name, with the domain name.

o Password: Provide the password.
o Verify password: Verify the password.

o Fetching option: Select the fetching option. The following options are

available.

e Get latest version, use local copy on failure: The system will try to
get the latest version of the file. If it is unable to do so, it will use the
local copy of the file. A local copy is made when you first attach afile

to an article.

e Always get latest version: The system gets the latest file from the

external location every time the article is used.

e Local Copy: Thelocal copy, which is created when you first attach a
fileto an article, is always used. Changes made in the original file after
the attachment was created are not reflected in the attachment.

3

Marmne : * [flenarne.doc

UNC file name and path (server side): * |\\machinename\ﬁlename.doc

User name: [jdoe
Passward: [sove
werify passwaord: [sove

Fetching option: Always get latest version,

Ok Cancel Help

X

Create an external attachment

6. Click the OK button to attach the file.
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Deleting attachments

To delete an attachment

1

In the Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

Select an articlein the List pane.
In the Properties pane, go the Attachments tab.

Go to the Internal or External section and select the attachment you want to
delete.

Click the Delete X button.
Click the Save (= button.

Previewing attachments

50

To preview an attachment

1

In the Tree pane, browse to Knowledge Base> Departments> Your
Department > Content.

Select an article in the List pane.
In the Properties pane, go the Attachments tab.

Next go to the Internal or External section. If the article has any attachments,
they are listed here.

Properties: Special offers
HZ@?ER%E

General |Metadata | Content EEERTETE

Bookmarks | Classifications |

External [mf m X

Internal

Mame

@ Special offer details, doc

T P e T B R e B et IR R A St e e R e B

Select an attachment

To view the content of the attachment, select an attachment and click the View
™. button.

The attachments opens, and you can view its content. You cannot make any
changes to the content of the attachment.
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» Adding metadata
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Adding metadata

52

Metadata can be added to articles to make the search of the articles more efficient.
You can add two types of metadata.

4

Keywords: Keywords are unigque words of the article content. Words entered
during a search are matched against the keywords specified in the metadata for
quicker and accurate results. For example, While searching for a sports utility
vehicle, different users can enter a different set of words. For example, SVU,
Sports utility van, 4WD, Four wheel drive, 4 wheel drive etc. Now if you want
that, irrespective of what phrase the user uses for search, a particular article on
sports utility vehicles should be shown to him. To make this possible you can
add all these words as the keywords for that article. It is important that, you add
keywords that are relevant to the article, otherwise the user will get wrong
results while searching.

Summary: In the summary of the article you can add in short, what the article is
about. The Agent can use the summary of the article to decide, if the article
contains the content he is looking for.

To add metadata to an article

1

In the Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

Go to a sub folder and select an article.

In the Properties pane, go to the Metadata tab.

In the Metadata tab, go to the Summary section and provide the summary of the
article.

Properties: Sports utility vehicles

HBERERKE

General MeiEEEE |C0ntent |Attachments | Bookmarks | Classifications |

Summary {'his article talks about the various sports utility vehicles available in the market.J
Keywords

e i e e e e o B I A e T T A T e A e SRR SRR n

Provide summary of the article



5. Next, go to the Keywords section and specify the keywords for the article. The
keywords can be separated using commas.

Properties: Sports utility vehicles

HBERERK

General MeiEEEE |C0ntent |Attachments |Bookmarks |Classificati0ns |

Summary SWl, Sports utility van, WD, Four wheel drive, 4 wheel drive

Keywords

R L T rrur e

Provide keywords of the article

6. Click the Save B putton.

i
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» About macros
» Creating macros for articles

» Using macros



About macros

Macros are shortcuts that are assigned to an article that allow an agent to quickly add
an article to their reply. Using macros is the most efficient way for agents to add an
article to their reply -- rather than navigating the KB, finding the article, and then
dragging and dropping the article into the reply (or using the 'Add to reply' toolbar
button), agents just type the macro in their reply. It is useful to create macros for the
top 25% or the most commonly used articles in the knowledge base. Use macros to
substitute lengthy or dynamic content with short values. These values, when used,
are expanded into compl ete articles. For example, alengthy article explaining career
opportunities can have a macro, "vacancies." Suppose a response is being prepared
explaining the vacancies (example, "We are pleased to inform you of the following
vacancies..."). Instead of typing out the whole list, you can type, "vacancies."
Macros expand when the response is sent out. Y ou can also choose to expand the
macros after inserting them.

While creating macros it is very important to consider how you name the macros.
The most important thing to note are:

» The name of the macro should clearly represent what the article is about.

» If you are working in an environment, in which total handle time on the email is
not really that important, then you can have long macro names. But, if you are
working in an environment where every keystroke matters, then you should have
macro names that are not very long.

» Haveall the macros of same length and all in the same case. It makes it easy for
the agents to remember the macro names.

For example: You can use one of the following styles to name the macros.

One naming scheme might be:
o complaintfollowup

o complaintnofollowup

o compliment

Another one might be:

o cfu
o conf
o com

7\ Important: Macro name cannot contain spaces, or any of the
Y following characters: <™, . ?:; &"" !
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Creating macros for articles

To create a macro

1. Inthe Tree pane, browse to Knowledge Base > Departments > Your
Department > Content.

2. Goto asub folder and select an article.

3. Inthe Properties pane, go to the General tab and provide the following details
about the macro.
o Macro name: Type a macro name.
o Macro description: Type a brief description.

o Macro default value: Type the default value of the macro. When an article
macro is expanded, and the article does not have any content, the default
value of the macro is used. The default content should be adequate enough
to represent the original content.

o Macro exception article: In the field, click the Assistance button. Select
Article window appears. In the window select the exception article and click
the OK button. If any error occurs while expanding the macro, the
exception article is used. It ensures that if for any reason the macro doesn’t
expand, the customer is shown some aternate text, and not an error

message.

Properties: Company greeting

HERER#%
General
Metadata | Content | Attachments | Bookmarks | Classifications | ]

HMame Walue
Falder Knowledge BaselDepartments\Customer SupportlContentishared)standard'. ..
Marme * Comparry greeting
Description
Language Enalish (US) =
Macro name agreeting
Macra description areeting message
Macra default value Dear SirfMadam
Macra exception article greeting_exception _I

P e s et AR e s 8 et A e s s

Configure macro properties for an article

4. Click the Save H button.

Using macros

While creating articles, you can use macros to substitute typing of lengthy contents
repeatedly. This helps speed up the whole process and eliminates any chances of
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typographic errors, or copying and pasting errors. To know how to create macros,
See “ Creating macros for articles” on page 69.

To use macrosin an article

1. Inthe Tree pane, browse to Knowledge Base > Departments > Yousr
Department > Content.

2. IntheList pane, select an article.

3. Inthe Properties pane, go to the Content tab. Here you can add the macros in the
content. You can add the macros in any one of the following ways.

o Click the Add macro "€ button in the Text box toolbar. Select Macro
window appears. From the window select the macro you want to use in the
article. If you want to expand the macro, click the Expand macro @&
button.

o If you know the name of the macro, in the text box, type the macro name
preceded by three single opening quotes. Press the space key on the
keyboard. The macro expands to its original form displaying the complete
content. To prevent the macro from expanding right away, type the macro
name with only two single opening quotes. The macro is expanded only
when the article is being sent or when you are previewing the article.
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» About bookmarks

» Bookmarking articles



In this chapter we will learn about the importance of bookmarks, types of
bookmarks, and how articles can be bookmarked.

About hookmarks

A bookmark is a valuable tool, that helps locate articles faster than is otherwise
possible. Bookmarks are very important as they can save time and add to the
efficiency of the agents. As a best practice you should bookmark the most frequently
used articles by the agents. These bookmarks become available to the agentsin a
special list and they can use them while replying to emails.

The three types of bookmarks are global, queue, and personal bookmarks.

4

Global bookmarks are available to al the users who have view permissions on
the folder in which the bookmarked article is located. For example, let us say,

there is aKB folder Laptop; on which user7 has view permissions and vser2

has no permissions. When you globally bookmark an article from the Laptop

folder, wser7 will be able to view the bookmark and not ccser2.

Queue bookmarks are associated with a queue. When a user is working on an
activity from a particular queue, they see bookmarks associated with that queue.

%\ Important: You need to have at least view permissions on the
:% queues to be able to bookmark articles for the queues.

Personal bookmarks can be created and viewed only from the Agent Console.
They are for the personal reference of the agents, and they can create them
according to their needs.

AsaKB author or user with appropriate permissions, you can create or delete global
and queue bookmarks from the KB Console. Agents can create or delete personal
bookmarks from the Agent Console.

7\ Important: Articles created in the personal folders and chat
*% folders cannot be bookmarked.
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Bookmarking articles

Articles can be bookmark in two ways:

4

4

Bookmark articles individually while creating them.

First, create al articles and then bookmark them using the manage bookmarks
option.

Bookmarking individual articles

Y ou can bookmark articles individually while creating them.

60

To bookmark an article

1

In the Tree pane, browse to Knowledge Base > Departments > Your
Department > Content > Shared > Your Folder.

7\ Important: Articles created in the personal folders and chat
¥ folders can't be bookmarked.

In the List pane, select the article you want to bookmark.

In the Properties pane, go to the Bookmarks tab, and from the available options
select one.

o Thisarticleis not bookmarked: This option is selected by default.

o Thisarticleis bookmarked globally: Globa bookmarks are available to
all the users who have view permissions on the folder, in which the
bookmarked article is located.

o Thisarticleis bookmarked for the selected queues: Select this option to
bookmark the article for selective queues and select the queues for which
you want to bookmark the article.



Properties: Special offers
BZ2ER%E
Bookmarks

General | Metadata | Content | Attachments Classifications

(O This article is not bookmarked.
(O This article is bookmarked glabally,

(® This article is hookmarked for the selected queues below,

Available queues Selected queues
Mame & Mame
Blended queus o Chat queue
Email queue ﬂ‘ 2 Exception_Queue_Customer Suppork
TP ol e Y, s, o P8 b b b B 8 o LAAAL 000 sttt b bt A b e

Bookmark the article

4. Click the Save H button.

Managing bookmarks

Using the manage bookmarks option you can first create the articles and then
bookmark them. From here, you can also get an overview of what articles are
bookmarked for which queues, and which all articles are bookmarked globally.

To manage bookmarks

1. Inthe Tree pane, browse to Knowledge Base > Departments > Yousr
Department.

2. Inthe Tree pane toolbar, click the Manage bookmarks ¥ button.

Manage Bookmarks window appears. Here you can check which articles are

bookmarked for each queue and which articles are bookmarked globally. Also, if

required, you can add or remove bookmarks.

3. Inthe window, provide the following details.

a. Select Global, if you want to bookmark articles globally. Or, select a queue

for which you want to bookmark the articles.

7\ Important: An article can be bookmarked for multiple queues.
-/ But if the article is bookmarked globally, it can’t be bookmarked
for any queue.

b. Now, select the articles you want to bookmark.
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62

c. Click the Save B putton.

15 Email queus
_E@] Chat queue

3 Manage Bookmarks -- Web Page Dialog

El

Mame
5] Global
5] Blended queue

| v

B

Available articles
E‘B Shared -
E‘ Credit cards
@‘ February 2007 offers
@‘ Interest rates
@‘ January 2007 offers
@‘ March 2007 offers

& Special offers j

ok Cancel Help

&«

Selected articles

Mame & Path
Interest rates - Shared - Credit cards -,

Special offers - Shared - Credit cards -...

Manage all bookmarks for a department
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An up-to-date knowledge base is an important asset for any business. A good way to
do it is set up an article suggestion process. Agents who use articles most of the
times have afair idea of what is missing or can be better equipped in the KB.

Managing approval processes

An article created from Agent Console by the KB agent isinitialy in the suggested
state. It is processed based on defined approval processes.

Review these articles to approve them or else send them back to the agent for further
modifications. Articles added by users to their personal folder are approved
automatically, and do not follow the review process.

The system provides one pre-defined approva process.

Approval groups

While planning your approval process you need to decide if there will be one or
multiple levelsin the approval process. Y ou can also have more than one approver at
each level.

Creating approval processes

%\ Important: Before creating the approval process you should
' first create the users who will be part of the process and the KB
folders for which you want to set the approval process.

To create an approval process

1. Inthe Tree pane, browse to Knowledge Base > Departments > Your
Department.

2. Inthe Tree pane toolbar, click the Manage approval processes * button.
3. Inthe Manage Approval Processes window, click the New LT button.
The Properties pane refreshes to show the attributes of the new approval process.

4. Inthe Properties pane, go to the General tab and provide the following details.
o Name: Type a name of the approval process.
o Description: Type a brief description.
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3 Manage Approval Processes - Microsoft Internet Expl... |

List: Approval Processes

OXE@

Mame A Description

Customer support approval process

Default Approval Process This is the default approval process,

Properties: Customer support approval process

B2

General P
Scope |Appr0vers |N0t|f|cat|0n |
Mame Yalue
Mame * Customer support approval process
Description

Close Help

Set the general properties

5. Next, go the Scope tab and specify the folders to which the approval process will
apply.

3 Manage Approval Processes - Microsoft Internet Expl... |

List: Approval Processes

OXE@

Mame A Description
Customer support approval process

Default Approval Process This is the default approval process,

Properties: Customer support approval process

B2

General SeEpE Approvers |N0tificati0n |
Available objects Selected objects
= Knowledge Base Mame & Path
Content 2 Shared Knowledge Base.., =

Credit cards Knowledge Base...

[<] | standard Knowledge Base. ..
«

Close Help

Configure scope of the approval process
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6. Now, go to the Approvers tab and specify the users and user groups who can
approve articles in the folders selected in the Scope tab. Change the order of
approvers by using the Move Up and M ove Down button. The order you
specify here is the order in which approvers work on the suggestions.

3 Manage Approval Processes - Microsoft Internet Expl... |Z||E|[Z|

List: Approval Processes

Mame A Description
Customer support approval process
Default Approval Process This is the default approval process,

Properties: Customer support approval process

52

General | Scope

FPETEERS Notificati0n|

Available users and groups Selected users and groups
Q Groups Mame Path

>
g Users g supervis... - Users - super..,

4

g gauray - Users - gauray
<
“«

Close Help

Select approvers

7. Lastly, in the Notification tab set up notifications for the approval process. For
more details, see “ Setting up notifications’ on page 66.

8. Click the Save button.

Important: You must specify the name, scope, and at least one
2% approver to be able to save the process.

Setting up notifications

Notifications are messages sent to interna users, using the messaging infrastructure.
Y ou can send a notification when a suggestion is submitted, approved, rejected, or
sent back with feedback. The notification can be sent to internal users as well asto
external email addresses.

Before setting up the notifications you should first create the articles you want to use
in the five types of notifications you can send.
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To setup notifications

1

In the Tree pane, browse to Knowledge Base > Departments > Your
Department.

In the Tree pane toolbar, click the Manage approval processes * button.
In the Manage Approval Processes window, select an approval process.

In the Properties pane, go to the Notification tab and provide the following
details.

o Notification type: Select the type of notifications to be sent during various
stages of the process. You can send emails, internal messages, or both
emails and internal messages.

O Suggester email content: Specify the email content for the notification
email to be sent to the suggester when a suggestion is submitted. Click the
Assistance = button in the field and select the article from the Select
Article window.

o Approver email content: Specify the email content for the notification
email to be sent to the approver when a suggestion is submitted. Click the
Assistance = button in the field and select the article from the Select
Article window.

o Accepted email content: Specify the email content for the notification
email to be sent to the suggester when a suggestion is approved. Click the
Assistance = button in the field and select the article from the Select
Article window.

o Regected email content: Specify the email content for the notification
email to be sent to the suggester when a suggestion is rejected. Click the
Assistance = button in the field and select the article from the Select
Article window.

o Feedback request email content: Specify the email content for the
notification email to be sent to the suggester when a suggestion is sent back
with feedback. Click the Assistance = button in the field and select the
article from the Select Article window.
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5.

' _3_ Manage Approval Processes - Microsoft Internet Expl... g@@

List: Approval Processes

OX@

Mame A Description
Customer support approval process

Default Approval Process This is the default approval process,

Properties: Customer support approval process

Motification
General | Scope | Appravers
Mame Yalue
Motification bype eMail and Internal

Suggester email cont...  Suggestion submitted
Approver email content Suggestion received
Accepted email content Suggestion accepted
Rejected email content  Suggestion rejected

Feedback request ... Suggestion Feedback

bl b

Close Help

Select notification type and configure notification messages

Click the Save & button.

Deleting approval process

Important: If there are any pending articles in an approval
% process, then it can't be deleted.

To delete an approval process

1

a > WD
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In the Tree pane, browse to Knowledge Base > Departments > Your
Department.

In the Tree pane toolbar, click the Manage approval processes * putton.
In the Manage Approval Processes window, select an approval process.
Click the Delete X button.

A message appears asking to confirm the deletion. Click Yes to delete the
approval process.



Working on suggestions

Once an article is suggested by the agent, anotification is sent to the approvers, if the
notification process has been set. Y ou can view the suggested articles at two places
in the KB Console:

4

You can view them in the suggestions folder in the useful items folder. In this
folder, you can view only the articles on which you have the permission to
approve. For example, let us say an agent submits two suggestions in two
different folders, and you are adesignated approver for only one folder, then you
will see only one article submitted for approval.

You can also view the suggested articles in the folders in which they are
suggested. Here you can also view the articles on which you do not have
approval permissions. But, you can work on only those articles on which you
have approval permissions.

After reviewing the contents of the suggestions you can take one of the following
three actions.

4

You can approve the article. If you are the last approver in the approval process,
the article becomes a part of the Knowledge Base, and can be made available to
agents. Before approving the article you can make any changes to the article. If
there are other approvers after you, then the article is made available to them for
approval.

You can reject the article. If you find that the suggested article is not appropriate
to be added in the Knowledge Base, you can reject the suggestion. Before
rejecting a suggestion, it is always a good practice to add a note to it, to let the
suggester know why the suggestion is being rejected. If in the approval process
there are two levels of approvers and you are at the first level and you reject the
article, the article is not made available for approval to the next level of
approvers. Once an article is rejected it is no longer visible in the KB Console.

You can send back the article with feedback. If, for any reason, you find the
suggested article needs some improvements or is not complete, you can send it
back to the suggester to modify the article. Before sending back a suggestion, it
is always a good practice to add a note to it, to let the suggester know what all
changes he needs to make to the suggestion. Once an article is sent back with
feedback, it is no longer visible in the KB Console.

To review a suggestion

1

2.

In the Tree pane, browse to Knowledge Base > Useful 1tems > Suggestions.
In the List pane you can view all the articles which are waiting to be approved.

In the List pane, select the article you want to work on.
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3. Inthe Properties pane you can view the various properties of the suggestion. If
you want you can make any changes to the article. After reviewing the article
you can decide, if you want to accept the suggestion, reject it, or you want more
information on the suggested article.

Based on your decision, click one of the following buttons, in the Properties
pane toolbar.

o Click the Accept = button to accept the suggestion. After you have
accepted the article it is added in the knowledge base. But if in the approval
process, there is another level of approval after you, then the article is made
available for approval to approversin that level.

o Click the Reject 2 putton to reject the suggestion.

o Click the Feedback = button to send the article back to the suggester.
Before sending the article back with feedback, add a note to the article. The
note is away of conveying to the suggester, what all changes he needs to
make to the article. To know more about adding notes, see “ Adding notes’
on page 41.

Properties: New header

EREFRERH%E

General |Metadata | content | attachments | Classifications |

Mame Yalue

Falder Knowledge BaselDepartments| ServicelContent\Shared) StandardiEmail\Headers
Mame * Mew header

Description

Language English (LS}

Macro name

Macro description

Macro default value

Macro exception article

Priority Medium

Expiration date

e Bl i e Rk R AR - Rm s o o S S o e i 0 T ST B o B st s et e o B e

Review the suggested article

Tracking the status of suggestions

You can track the status of the suggestions which have been approved and also the
suggestions which are still in the approval process. This helps you keep track of the
articles as they go through the approval process.

To track the status of a suggestion
1. Select the article for which you want to track the status.

2. Inthe Properties pane toolbar, click the Track suggestion status = button.
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In the Track Suggestion Status window, view the audit trail of events associated
with the suggestion. The following details are shown.

Time
Event
Priority
State
Notes

O O 0O ©

‘3 Track Suggestion Status -- Web Page Dialog |X|
Time Event Priority  State Motes
TH200... Suggest  Medium  Suggest..
1020020, Approve  Medium  Suggest...
3024020, Feedback Medium  Agentto... Canyou clarify the objective of thi...

Close | Help |

Track status of suggested article

n



Rate articles

» Rating articles



Rating articles

You can rate articles from the KB Console to determine their usefulness. These
ratings are used to organize the useful articles in a more efficient manner. A
combination of these ratings and usage statistics determine the articles that get
featured in the Most popular articles folder in the Useful Items folder.

@Important: Quick responses and quick links cannot be rated.

Torate an article

1. Inthe Tree pane, browse to Knowledge Base > Departments > Yousr
Department > Content.

2. Goto asub-folder and select the article you want to rate.

3. Inthe Properties pane toolbar, click the Rate article # putton.

Rate Article window appears.

4. Inthe Rate Article window, provide the following details.

o Rating: Select the level of usefulness of the article. The options available
are, very helpful, helpful, and not helpful.

o Comments: Add your comments.

<3 Rate Article -- Web Page Dialog §|

Select a usefulness rating for this article.

Rating: Mot Helpful LI

Comments: [add more details|

oK Cancel| Help

Rate an article

5. Click the OK button to submit your rating.
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Print articles

» Printing articles

» Printing folders



You can either print selected articlesin afolder or al the articles contained in a
folder and its sub-folders.

Printing articles

You can print articles directly from KB Console. The print option alows you to save
an article in the PDF or Excel format on your local machine, and then print hard
copies. The functionality allows you the option to print asingle article or a complete
folder.

To print a selected article

1
2.

Select the article in the List pane. You can select more than one articles.
Click the Print preview 2] putton in the List pane toolbar.

KB Article window appears. It shows the details of the articles you have
selected for printing.

In the KB Article window, click the Save As T button. The Save As window
appears.
In the Save Aswindow, select the format in which you want to save the contents

of the article. The options available are Adobe Acrobat PDF and Microsoft
Excel.

O Microsaft Excel

QK | Cancel| Help

Select the format for saving an article

Click the OK button. A copy of the article is saved on the location you selected.
You can print as many hard copies as you want.
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Printing folders

76

You can print al the articles contained in a folder in one go. When you select a
folder for printing, and it has subfoldersin it, then all the articles contained in the
sub-folders also get printed.

To print all articlesin a folder

1
2.

Select afolder in the Tree pane.
Click the Print preview £ putton in the Tree pane tool bar.

KB Folder window appears. It shows the details of all the articles contained in
the folder.

In the KB Folder window, click the Save As % putton.
The Save As window appears.

In the Save As window, select the file format in which you want to save the
contents of the folder. The options available are Adobe Acrobat PDF and
Microsoft Excel.

O Microsaft Excel

QK | Cancel| Help

Select the format for saving contents of a folder

Click the OK button. A copy of the articles is saved on the location you
selected. You can print as many hard copies as you want.



Useful items
folders

» Common folders
» Creating useful items folders

» Deleting useful items folders
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Common 7 Knowledge Base

folders

Department

folders

The folder structure in the KB Console is designed to help you use the console
efficiently to its fullest strength. To ease out various functions in the console, the
system provides you with some default folders. If you have the permissions, you can
also create folders and sub-folders in this console.

The default folders in KB Console enable you to categorize KB articlesin an
appropriate manner. If you have the required permissions, you can create, modify,
rename, delete, copy, and paste folders. Y ou can move folders using the drag and
drop feature. You can print all articlesin afolder at once by printing the folder.

Tree: Knowledge Base
SREXFRRL |

= I3 Useful Ttems y
+[E Articles about ta expire
+/ ) Most popular articles
+[E) Recently added articles
+/E Recently changed articles
+[E suggestions

/I Departments

=|s5 customer Support i

=/l Content
+/I71 Personal ]
+/IZ] Shared

D e P e ad

Folders in tﬁé KB C(.)néolé‘TFéé‘pane

Common folders
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The Useful I1tems folder in Knowledge Base (KB) Console contains folders to
provide shortcuts to various types of useful articles. This folder cannot be renamed.
It contains five predefined folders. You can add more folders. These folders are also
used to publish FAQ lists on the Web.

The default Useful Items folders provided in the system are the following.
» Articles about to expire

» Most popular articles

» Recently added articles

» Recently changed articles

»  Suggestions



Articles about to expire

This folder contains a list of articles which are about to expire. Through the setting,
Timeto expirein days, from the Administration Console, the partition administrator
can specify the number of days prior to expiry, when the article should be visible in
this folder. When an article meets this set time it appears in the folder.

Most popular articles

Thisfolder contains alist of articles that are used frequently by the KB article users.
Thislist is updated from time to time. Through the settings from the Administration
Console, the partition administrator can define, the number of articles to show in the
folder, the time interval at which thislist should be updated, and the number of days
during which the article usage is evaluated to arrive at the most popular article list.
The three settings are:

» Popular articles display count
» Popular articles update interval in hours

» Popular articles evaluation period in days

Recently added articles

This folder displays alist of articles that have been recently added to the KB. It
contains new articles added during a certain time period, for example, new articles
added during the last five days. The evaluation time period is determined by the
setting, Recently added articles evaluation period in hours, at the partition level.

Recently changed articles

Thisfolder contains alist of articles that have been modified recently. It has articles
modified during a certain time period, for example, articles modified during the last
five days. The evaluation time period is determined by the Recently changed
articles evaluation period in hours setting at the partition level.

Suggestions

Thorough the Agent Console, agents can suggest some articles or responses to be
included in the knowledge base. This folder contains alist of such articles suggested
by agents. The suggestions can either approved or rejected.
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Creating useful items folders

Actions needed: Create useful items folder, Edit useful items folder.

Useful items folders can be created using two methods.

4

4

By searching for articles

By selecting the articles manually

Creating useful items folders by selecting articles
To Create a useful items folder by selecting articles
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1
2.
3.

In the Tree pane, browse to Knowledge Base > Useful Items.

In the List pane toolbar, click the New folder & button.

In the Properties pane, go to the General tab and provide the following details.
o Name: Type the name of the folder.

o Description: Type a brief description.

o Method: Select the method as Specific articles.

7\ Important: The Criteria tab and Article List tab is enabled only
+Y/ after you select a method in the General tab.

Properties: Credit cards - all articles

H#

General

Criteria |Ar‘ticle List |

Mame Yalue

Mame * Credit cards - all articles

Description

Method * Specific articles LI

A B 9 e e e A o A L T A e e B P o, e 9 e b 8

Set the general properties



4. Next, go to the Criteriatab and select the articles you want to add in this folder.

Use the Move Up and M ove Down button to change the order of the articles.

42

General CHiETsiE |Ar‘ticle List |

Available articles

= Knowledge Base
lil Useful Tkems
lil Departments

o At s R b o bamentet

Select the articles

5. Lastly, go to the Article List tab. Here, you can view the list of articles you
selected in the Criteria tab.

B2
General | Criteria e Lsie
Mame Description Creation time  Create.,.
& Specidlo... 3(23(2007 ... pa
& Februar... 3(23(2007 ... pa
& Interest ... 3(23(2007 ... pa
2 Jaruary ... 3(23(2007 ... pa
& Marchz... 3(23(2007 ... pa

View the list of selected articles

6. Click the Save B putton.

Creating useful items folders dynamically through search

Properties: Credit cards - all articles

Selected articles

Mame

Special offers

o3

Knowledge Base -

February 2007 off... Knowledge Base -

< | Interest rates

«

March 2007 offers

Properties: Credit cards - all articles

State

Approved
Approved
Approved
Approved
Approved

Type

Article
Article
Article
Article
Article

o o e e B o e R el ST o AR e

Knowledge Base -
January 2007 offers  Knowledge Base -

Knowledge Base -

Expiry state
Current
Current
Current
Current

Current

B

Departmen...
Departmen...
Departmen...
Departmen...

Departmen...

e P e R A b e ST e T el TR R e

E

4
1

{
A

To Create a useful items folder dynamically through search

1. Inthe Tree pane, browse to Knowledge Base > Useful Items.

2. Inthe List pane toolbar, click the New folder button.

3. Inthe Properties pane, go to the General tab and provide the following details.

o Name: Type the name of the folder.
o Description: Type a brief description.
O Method: Select the method as Search criteria.
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Important: The Criteria tab and Article List tab are enabled
% only after you select a method in the General tab.

Properties: Credit cards - all articles

General T - -
Criteria | Article List | ]
1
Mame Yalue ;
Mame * Credit cards - all articles 4
Description }
= - b
Method Search criteria LI %
o b S A A ot e e ARt A e AR e e B s g

Set the general properties

4. Next, go to the Criteria tab, and specify the search criteria. You can search for
the articles using both basic and advanced search. For more details on search see
chapter on search.

Properties: Credit cards - all articles

B2 1

General CHiETsiE Article List |
Dbject type: hd| Look in: |Depar‘tments ;ISearch subfolders
el Advanced | Relationships |
Type Attribute Operator Value Boolean
Article Department name Conkains LI AND LI
Article Mame Contains LI AND LI
Article Description Conkains LI AND LI
Article Keywords Contains LI AND LI
Article Surmary Conkains LI AND LI
Article Content Contains LI credit cards AND LI
Article Macro name Contains LI AND LI
T T USUe SPIP URpESESR y p—————_

Set the criteria for search
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5. Lastly, gothe Article List tab. Here, you can view the list of the articles meeting
the search criteria specified in the Criteria tab.

H# 2

Mame

General | Criteria

& Specidlo...
& Februar...
& Interest ...
2 Jaruary ...
& Marchz...

Article List

Properties: Credit cards - all articles

Description Creation time  Create..,  State

3(23/2007 ...
3(23/2007 ...
3(23/2007 ...
3(23/2007 ...
3(23/2007 ...

pa
pa
pa
pa
pa

DY S NS P e

View the list of selected articles

6. Click the Save H button.

Approved
Approved
Approved
Approved
Approved

Deleting useful items folders

Action needed: Delete useful items folder

Type

Article
Article
Article
Article
Article

Expiry state 3

Current
Current
Current L

Current

Current

Y ou can delete afolder only if you have the action assigned to delete the useful items

folders.

To delete a useful items folder

1. Inthe Tree pane, browse to K nowledge Base > Useful Items > Your Folder.

2. Select the folder in the Tree or List pane.

3. Click the Delete X Dbutton.

Important: The Delete button is enabled only if you have the

¥ action assigned to delete the useful items folders.
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Authoring actions



Author

Appendix A: Authoring actions

Resource Name

Actions Permitted

Reports Console View
Agent Console View
Knowledge Base Console View
User View
Category View
Notes View, Add, Delete

Resolution Codes

KB folders

View

Create, Own, View, Edit, Delete

Atrticle

Useful items folders

Create, Edit, Print, Delete, Suggest, Import

Create, Delete, Edit

Persona Folders Manage, View
Bookmarks Manage
Macro View
Suggestions Manage

Configuration

View, Create, Edit, Delete

Template set View, Create, Edit, Delete
Topic View, Create, Edit, Delete, Cut, Copy
Reports Run, View, Create, Schedule, Delete, Edit

Approval process

Manage
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