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Knowledge Management

TECHNOLOGY

PROCESS

PEOPLE

Documents Services

Content

KM
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Knowledge Management Portal

KM Stages 
KM Sources 

Research & 
Development

Past Experiences 

Problem 
Resolutions

KM Catalog 
Draft

Approve 

Publish

Users

Search

Search for Words

Search Type

• Full Text Search
• Article Codes 
• Title Only
• Keywords    

Articles FAQ’s Glossary

Problem Symptoms Resolution 
Search

Administrator

Create 
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Knowledge Base – Articles & FAQ
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Approve & Publishing Article
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Knowledge Management – Glossary View
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Article Creation
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FAQ Creation
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Glossary Creation
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Current & Customization

Framework - Problem-Symptom-Resolution
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PROCESSES & SUB-
PROCESSES

Problem

Symptom

M
AP

M
AP

M
AP

M
AP

Currently - Field Service Management Customer Service Management
(Customization)

Products & Sub-
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M
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Resolution CONTENT

M
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M
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M
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Framework - Problem-Symptom-Resolution

PROCESSES & SUB-
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Currently - Field Service Management Customer Service Management
(Customization)
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Problem-Symptom-Resolution-Ideal Scenario

Administrator

Products & Sub-
Products

Problem

Symptom

Perform Search for DEMAT 
Account details

Create & Map

M
AP

M
AP

Customer call  

Hello, I am looking for 
documents needed to 
open DEMAT Account

Customer Agent

Sure, I can list out the 
required documents needed 

to open DEMAT Account

Checklist of documents to 
open DEMAT Account are 

displayed in Structured view

Structured view list is 
displayed to Agent 

Agent update 
to customer

M
AP M

AP

Resolution
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Product – Problem Mapping
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Problem – Symptom Mapping

14
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Problem – Resolution Mapping

15
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Alternative Scenario

Problem-Symptom-Resolution
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Administrator

Products & Sub-
Products

Problem

Symptom

Agent will lookup for 
customer details

Create & Map

M
AP

M
AP

Customer call  

HI, Ksec have deducted 
money from my Kotak 

Bank Acct. Can you 
please explain why ?

Customer
Agent

Sure, Can I please get 
your Account Number to 
bring up your details ?

Unable to understand the 
reason for money deduction

Perform search with 
Reference details of the 

Transaction

List of search results 
displayed based on keywords

Agent can choose relevant 
information based in search 
results

Agent update 
to customer

M
AP

M
AP

Resolution



Exceptional Scenario

Problem-Symptom-Resolution
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Administrator

Products & Sub-
Products

Problem

Symptom

Create & Map

M
AP

M
AP

Customer call  

HI, Can you please tell 
me which schemes of 
mutual funds need to 
have DEMAT Account

Customer

Sure, Can I please keep 
you on hold and get you 

this information

Agent will perform search 
with relevant keywords

Request customer that 
relevant team will call back 
with information & dispose 
the call

User documents 
relevant information & 

ready to  update 

Send to Admin for Approval 
to Publish

Approved

Agent

Updated

M
AP

M
AP

Resolution



Knowledge Management & UNFYD® BOT

Customer

Visit Ksec Website & post a 
query in 
Chat Bot

What is Mutual Funds KYC and 
how can I register ?

Send query with Keywords to 
perform Search

Search is performed in 
Knowledge Management

KM

Search Results are sent to 
BOT

Results displayed in the BOT 
for customer
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Administrator Activities

Administrator

Service Operations

• Organisation  Structure 
• Domains 
• Service Areas
• Products 
• Sub-Products
• Processes
• Sub-Processes

Knowledge Base

• Problem 
• Symptoms 
• Resolutions
• Skills 
• Services
• Service Activities
• Mappings

Resource Management

• Agents
• Agents Information
• Teams
• Roles
• Shift Assignments 
• Activity Preferences 
• Domain Transfers
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Admin – Organisation Unit
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Admin – Create Organisation Unit
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Admin – Resource Management
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Agent Activities

Users/Agents

• Articles
• FAQ’s
• Glossary

Create Update Delete Rate Email Print Search Sort

Login with Active Directory 
Credentials
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KB – Search
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KB – Search Results
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KB – View Search Results
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KB – View Search Results
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SmartConnect
Innovate | Transform | Enterprise
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© 2020-22 SmartConnect Technologies. All Rights Reserved
No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of SmartConnect Technologies & its affiliated company.
The information contained herein may be changed without prior notice. Some software products marketed by SmartConnect and its Partners contain proprietary software components of other
software vendors. National product specifications may vary.
These materials are provided by SmartConnect and its affiliated company for informational purposes only. Without representation or warranty of any kind, and SmartConnect or its affiliated
companies shall not be liable for errors or omissions with respect to the materials. The only warranties for SmartConnect or its affiliated company products are services are those that are set forth in
the express warranty statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional warranty.
In particular, SmartConnect or its affiliated companies have no obligation to pursue any course of business outlined in this document or any related presentation, or to develop or release any
functionality mentioned therein. This document, or any related presentation, and SmartConnect or its affiliated companies’ strategy and possible future developments, products, and/or platforms,
directions, and functionality are all subject to change and may be changed by SmartConnect. or its affiliated companies at any time for any reason without notice. The information in this document
is not a commitment, promise, or legal obligation to deliver any material, code, or functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual
results to differ materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they should not be relied upon in making purchasing
decisions.
SmartConnect & its products and services mentioned herein as well as their respective logos are trademarks or registered trademarks of SmartConnect (or its affiliated company) in Singapore, India
and other countries. All other product and service names mentioned are the trademarks of their respective companies.



Srikanth	SESH
Talk:		+91	9819712091
sriksesh@unfyd.com

sriksesh	/	unfydcompass
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