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BENEFITS

Customizable, yet consistent
customer care

Improved customer
satisfaction and retention

Increased agent productivity

Lower contact times

THE FUSION OF HELP DESK TECHNOLOGY AND CONTACT CENTER SERVICES

KnowPlex”
CRM/Knowledgebase Management

+ Inbound Customer Care

+ Outbound Campaign Execution

« Scripted ‘Decision Tree’ Knowledgebase Content

« Shared Knowledgebase with FS-Virtual Agent Self-Service Platform
« Integration with Industry Leading ACD/IVR and Legacy Systems

+ On-premise or On-demand Deployment

« Platform Independence

« Business Rules Engine

« Asset Tracking

« Customizable
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A
nowledgebase Management

A web-native CRM application, KnowPlex® is most effectively utilized in two major segments of the CRM application
spectrum -+

Inbound Customer Care
Customers contact organizations in many ways - email, voice, and chat --- for a variety of reasons --- to purchase or
transact business -+ to receive service or technical support --- to seek assistance and find information -+ to get questions
answered and issues resolved. KnowPlex® provides an efficient and comprehensive method for managing all forms of
inbound customer care.

Outbound Campaign Execution

Customer-centric organizations regularly reach out to their end-user communities to accomplish several on-going
objectives -+ generate incremental sales activity --- measure customer satisfaction -+ provide important information ---
request feedback -+ test market new products and services. KnowPlex® provides an efficient, customizable means for
effectively managing outbound campaigns.

Major feature elements of KnowPlex® include the following -

Scripted ‘Decision Tree’ Content

Many customer support issues are characterized by high frequency and consistent, repeatable resolutions. Scripted
decision trees are an effective form of knowledgebase content for quickly and accurately diagnosing and resolving such
issues. This approach enables organizations to manage the bulk of their inbound customer care activity in a cost-effective,
high quality, and consistent manner. Scripted knowledgebase content is also an effective means for managing outbound
campaigns.

Business Rules Engine for Issue Escalation and Customer Care Process Management

KnowPlex® incorporates a ‘rules engine’ that facilitates automated management of the support process. Business rules can
be easily formulated and scheduled to automate such activities as issue escalation, contact follow-up, customer satisfaction
monitoring, status notifications and reminders, and others.

On-premise versus On-demand

KnowPlex® can be deployed on a hosted, ‘on-demand’ basis, or installed ‘on-premise.” A hosted deployment of the
application eliminates the need for adding another system to your data center and the associated oversight thereof.
Agents and other KnowPlex® users simply access the application via their Internet browser (Microsoft® Internet Explorer®
or Mozilla Firefox®). For organizations that prefer an on-premise installation, KnowPlex® has modest system and resource
requirements.

Integration with Legacy Applications

KnowPlex® is designed to accommodate integration with legacy solutions in a variety of manners. As such, our clients
can choose a method of integration that best matches their operational and security requirements. Our experience with
this process includes integrations with authentication and subscriber systems, billing systems, CRM systems, monitoring
systems, telephony, and ACD/IVR platforms.

Platform Independence

KnowPlex® is compatible with both Microsoft Windows® and Open Source environments. ‘On-premise’ installations can
exist with either a Windows Server or Linux-based Server platform. Agents’ access to the KnowPlex® application can be
provided via Internet Explorer® or Mozilla Firefox® browsers supporting the Flash 7° plug in.

Customization

KnowPlex® is designed to accommodate ample customization to meet our clients’ operational needs. In addition to
custom-developed knowledgebase content, customization can also take the form of field name changes, business rules
development, canned email and web chat responses, issue definitions, custom reports, and others.
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