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•  Inbound Customer Care

•  Outbound Campaign Execution

•  Scripted ‘Decision Tree’ Knowledgebase Content

•  Shared Knowledgebase with KnowPlex® CRM Platform

•  On-premise or On-demand Deployment 

•  Business Rules Engine

•  Platform Independence

•  Fully Customizable

B E N E F I T S

Customizable, yet consistent 
customer care

Improved customer 
satisfaction and retention

Reduced contact center 
volume

Shortened agent-assisted 
contact times
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Scripted ‘Decision Tree’ Issue Diagnosis and Resolution 
Scripted decision trees utilize simple and observation-based questions, coupled with the application’s use of 
deductive reasoning, to accurately identify the customer’s issue or request. As such, customers are not required 
to formulate their own diagnosis, which can be especially diffi cult when involving a technical support issue. 
Moreover, the scripted approach insures that resolution information is consistently and accurately conveyed 
to the customer. 

Dynamically Adaptable User Interface 
A wide range of technical or ‘IT’ aptitude exists among most customer bases. As such, ‘one size fi ts all’ self-service 
applications are either confusing or frustrating to most customers. FS-Virtual Agent™ utilizes an innovative user 
profi ling system to gauge each customer’s technical aptitude, and then adjust the manner and format it uses 
to interact with each user. For example, with less technical users the FS-Virtual Agent™ application will present 
information in a more verbose manner, and might include illustrations or even animations in doing so. 

Seamless, Multi-channel Escalation 
FS-Virtual Agent™ can be confi gured to support any channel of contact compatible with your customer care 
center ‒ voice, VOIP, web chat, email. Moreover, all information the customer has entered or selected in the FS-
Virtual Agent™ application is simultaneously escalated to the contact center. This level of integration shortens 
agent-assisted contact time, and mitigates any customer frustration from having to restart the support process 
by restating their issue to the agent assisting them. 

Customization 
FS-Virtual Agent™ is customizable in several ways. First, all knowledgebase content created for, and accessed 
by, the application is completely customizable. Second, the application interface itself can be custom ‘skinned’ 
to refl ect the aesthetic needs and preferences of your organization and customers. Additional customization 
involves your choice of escalation channels, and ‘aptitude’ levels, to accommodate the characteristics of your 
customer base. 

Platform Independence 
FS-Virtual Agent™ is compatible with both Microsoft Windows® and Open Source environments. ‘On-premise’ 
installations can exist with either a Windows Server of Linux-based Server platform. Agents’ access to the 
KnowPlex® application can be provided via Internet Explorer® or Mozilla Firefox® workstations. Essentially, FS-
Virtual Agent™ can operate with any OS/Browser combination that supports Macromedia’s Flash® plug-in. 

Deployment Options 
FS-Virtual Agent™ can be deployed in multiple ways ‒ online application, client side applet, or a combination 
of both. Assuming end users will have Internet access during the customer care process, an online, hosted 
deployment of FS-Virtual Agent™ is both convenient and cost-effective. However, in some customer care 
situations the application may best be deployed as a client side applet. For example, for ISP subscribers needing 
to address connectivity issues, FS-Virtual Agent™ can be deployed via CD (or via prior download). Moreover, 
both the online and client side instances can be synchronized when Internet connectivity is made, thereby 
integrating appropriate CRM and issue data.
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