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Knowledge...

creates customer satisfaction

Your company’s most important com-
petitive asset Is its ongoing customer

relationships.

It costs six times as much to win a new
custemer as it does to keep a current
one. That is why you staff and main-
tain sophisticated service and support
operations. And yet, customers leave

you,

Why Is It Getting Harder To
Keep Customers?

M Customers are asking tougher ques-
tions and requiring faster resolution

of their problems.

# Sales reps need details on increas-
ingly complex product features, and
need to get the information to

prospects faster.

# Customers are having a harder time
differentiating your products from
competitors and are losing their
loyalty amid all the “noise” in the

markertplace.

In short — in an increasingly competi-
tive, cost-constrained environment —
it is getring harder and harder to meet

customer expec tations.

Your company needs front office

processes and systems designed not just
to keep track of customer relationships,
burt te continually delight customers by

anticipating and addressing their needs.

Knowledge Is Crucial To
Quality Customer Care

Knowledge of the product, and of the

customer. The real challenges include:

B Maintaining a stable, productive,

knowledgeable staff;

i Reducing the training required to

make new staff productive;

® Capturing and sharing knowledge
quickly and cost-effectively so vour
staff can use it to solve customer

problems;

# Integrating Customer Support with
Sales, Quality and other Customer

Care funcrions;

m Realizing operational efficiencies

without busting the budget.

According to the consulting firm META
Group, it tukes 9 months to train an
effective customer support representa-
tive who will be on your support staff,

on average, a total of only 14 months.

Companies face a rapidly widening
Knowledge Gap. As products become
more complex and customers require
more knowledgeable support, the sup-
ply of knowledgeable people is not
keeping pace.
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Demand for specialized knowledge is
outpacing the supply.

Imugine: whoever pi_-:'.ks' ti_i_:_lli__e_ phone

solves the p;_'pl_:lem-....




Introducing
Knowledge Bridge""

nowledge Bridge is designed to knowledge-enable a

Exceeding Customer

wide range of enterprise customer interaction sys-

E xpectd 11071S Tbrougb tems. When integrated with your call management
and other applications, it empowers your support organization
Knowledge Mdﬂﬂgement to close the Knowledge Gap and deliver world class support.

Knowledge Bridge is based on the newest,
most powerful version of Molloy Group’s
unique Knowledge Management technol-
ogy, the Cognitive Processor®. A powerful
synthesis of neural network and fuzzy
logic techniques, the Cognitive Processor
(Pat. pending) is a practical technology
that runs on standard, inexpensive desk-
top systems and conventional nerworks,
“scales up” extremely well, and is simple

o use.

Qur technology allows your front office

operartion to harvest valuable expertise
from the daily customer interactions with
your call center, so that knowledge can be used in all Customer

Care funcrions. Immediarely. Across your entire enterprise.



i

m Customer support resolves most problems on the first call;
each call takes less time, costs less and requires fewer

[ESOLUICES.

i Responses are more accurate, and customers are more satis-

fied with the results.

m Support representatives can recognize and act on potential

sales opportuniries.

® Customers get valuable product knowledge thar enables
them to use your products effectively.

The Remarkable Benefits Of Knowledge

The benefits are easily measured in terms of operational effi-
ciency: higher first call resolution rates, shorter calls, and lower

costs overall.

Training is faster and more effective. Knowledge Management
technology not only reinforces formal training, but continues
training your call center agents as they use it. Molloy Group’s
technology has enabled support centers to eliminate their
reliance on specialists, organizing instead around the idea that
first level generalists can quickly find and effectively apply the
knowledge of experts.

Knowledge Bridge can add knowledge management
capability to your existing software, through a sim-
ple ‘side by side’ integration.

such a2 a hub or router, preventing data i
. |

The 32-bit, n-tiered Knowledge Bridge features
Smart Picklists — a uniquely simple, accessible way
to view knowledge in any domain.




A support call regarding
one of your products comes
into a service desk for an
entirely different product
line. .. but the agent who
picks up the phone can
quickly resolve the problem
anyway, right then and

there.

Knowledge
Reduces Costs:

Problem
Resolution

Research by Andersen

Consulting shows that

62% of the cost of

the average support B _ 20%
call is related to ' ' " by Call Trocking
resolving the prob- i

lem, vs. tracking and :. T — 18%

administration. Administration

Your present call tracking software enhances your call center’s
efficiency. But according to recent research by Andersen
Consulting, call rracking issues account for only about 20% of
the cost of each customer support call. Over 62% of the cost
per call is related to problem resolution. In other words,
Knowledge Management technology can increase the practical

value of your call center management system by over 300%.

Enterprise Knowledge

Management Architecture

Knowledge Bridge is a 32-bit application built on an n-tiered
client/server component based architecture, designed for

Distributed Knowledge Management.

B Accesses any database supporting Open Data Base
Connectivity (ODBC).

M Provides Internet/Intranet access to the knowledge base,

through Molloy Group’s Internet Knowledge Kiosk™.

The Knowledge Bridge leverages this architecture across your

entire Customer Care infrastrucrure.

B Runs side by side with your call tracking and other

applications, sharing data with those tools by standard

means, including DDE, OLE/COM/ActiveX, DLL-based
APls, erc.

m Integrates with leading enterprise customer support

plaforms.

Knowledge Bridge supports the various Customer Care tasks —

problem resolution, “how-to” instruction, product configura-
















