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A bit about me...

Stin Mattu

Senior Knowledge Consultant

KCSv6 Certified Trainer
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Things we will cover today...

— My 3 principles for a successful knowledge strategy
— #SingleSourceOf Truth
— #Clicks ToContent

— #leamworkMakes TheDreamWork
— Using KM tools to support your people through a crisis
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According to a SHRM study, 40 %

Fortune 500 companies lose roughly

$32 Billion

a year by failing to share knowledge.
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Gartner

Gartner reports that the blended
rate for solving a call (depending
on your industry) can cost as
much as £75.00.

As much as £50 per call is directly
related to SOLVING
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Risks of scattered knowledge

Imagine a customer/user trying to get Contact
an issue resolved but gets different Customer e
answers based on the channel they @
use.

R o - -
If each channel has a different % A
repository for their knowledge, the A
answer could be inconsistent resulting S X
in more time taken to resolve which in \ N
turn would affect brand value. . =
Having multiple areas managing the Web ‘ X many
same knowledge is inefficient as it O
takes time & resource away from == ’
other areas. Chatbot/

Live Chat
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Having a Single Source of Truth

enables the customer to have

consistent information delivered to
them regardless of which channel

they use to get it.

This also help all advisors to have the
same quality information to deal with
known issues, allowing for quicker
resolution.

With KCS® methodology, advisors Customer
would be able to start creating new

content in the customers context at

the time of contact, potentially allowing

content to be made available in self

service quicker thank traditional

methods

Chatbot/
Live Chat
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#ClicksToContent...

— Does your delivery method provide a path of minimal effort?

— |s content structured in a way that it's easy to follow while working on the issue?
— Will an external user be able to self serve with a limited number of actions?
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#TeamworkMakes TheDreamWork...

— Giving ownership empowers people

— Treat everyday as a start up, encourage everyone to think of that new exciting
use case, it will help you continuously improve

— Get to know how your users are consuming knowledge, make them part of the
journey as collaboration is key
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How can you use your KM tools to give added
support to your people?

— Expand the use of your knowledgebase to include wellbeing articles

— Set up dedicated areas of content around homeworking

— Do you know about our KnowledgePaks? Sign up for free knowledge.uplandsoftware.com
— Look for use cases beyond what you already have & involve the frontline, they know what they need
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upland RightAnswers

COMPLIMENTARY
KNOWLEDGBASE
OFFER

Free access to Knowledge-Paks® from
Upland RightAnswers - a pre-built
knowledgebase of the maost popular
applications for a remote workforce.

Sign up Today: knowledge.uplandsoftware.com/


https://knowledge.uplandsoftware.com/

U pla nd InGenius

RightAnswers

1.732.396.9010

uplandsoftware.com/rightanswers

V6

m linkedin.com/company/rightanswers/ y twitter.com/RightAnswers n facebook.com/RightAnswers



http://uplandsoftware.com
https://uk.linkedin.com/in/stin-mattu-2927b2118%3Ftrk=people-guest_people_search-card

