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THE CHAOS IN CUSTOMER SUPPORT
Key Challenges:

) Outdated, scattered knowledge bases.

) Time-consuming manual processes.

) Inconsistent and inaccessible information.

Missed opportunities for knowledge creation and sharing.
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THE HIDDEN COST OF UNLINKED RESOLUTION ARTICLES

—® Content Gaps

Missing links leave customers
without guidance, blocking
self-service success.
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—e Smart Categorization
Differentiates known
& new cases for
tailored solutions.

—e Agent Burnout
Redundant tasks increase
workload & effort scores.

SearchUnify
Knowbler

Inconsistent Resolutions
Lack of centralized
knowledge leads to
inefficiencies.

Efficient Knowledge Use
Links relevant articles
and auto-generates
drafts seamlessly.

Optimized Resources
Automates tasks to
save time & prioritize

The Problem

new cases.
4 I
Classified as New Classified as Known J
40% (445 cases) 60% (2545 Cases)
Correct Article linked (80%) Existed but not linked (20%)
Clusters CaselD Q Case Subject Q Case closure date 1| Article Linked Q LinkedBy Q
. Get network management and Get network management and tanyadhar@
SR CUile) (2 >1561561561644 more with SolarWin 24/2/2022 more with SolarWin grazitti.com
Searchclient (84) £6145615120122 :ZE*: success starts with the 24/2/2022 :(_igﬁ_{ success starts with the Egiiih:org
Content crawling (24) vrvn':)ar:ig?g d??f changes can b 24/2/2022 —g—vr\ilhoar;[i‘t(;rrf d??f changes canb
LGel network management and
SU Agent helpher (24) Sq‘irgit‘gﬁgoﬂanagemem and 24/2/2022 r?w(z[rgf/f/\i/:r?rgorlgana ement and
Permissions (84) gebggirr\]tent Standard Checklist, 24/2/2022 gigoirr\]tent Standard Checklist,
Data Categories (4)
OTP Issue (12)
Printer (18)
- /
) SBert Embedding: Understands the context of cases by creating semantic
embeddings, enabling grouping of similar issues.
) Case Clustering: Groups related cases into clusters for organized knowledge
and efficient retrieval.
4 I
Last 30 days @
New Vv/s Known analysis
Total number of cases: 456
® Classified as New
(0
40%
® Classified as Known
(0
60%
View report in details =
\ J

KNOWBLER’'S IMPACT:
TRANSFORMING CUSTOMER SUPPORT
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Trend Analysis: Spot recurring issues in closed cases to address problems
proactively.

Proactive Solutions: Create articles for emerging issues, boosting long-term

customer satisfaction.

Continuous Improvement: Refine processes and strategies to tackle recurring

challenges effectively.

Identify Gaps: Pinpoint key contributors to case volume for smarter
resource allocation.

Self-Service Enablement: Empower customers with quick, independent
answers, reducing support dependency.
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