UNFYD®
KM

n@S»

‘ @ Sales Automation

Marketing Automation

U N FYD . ‘ Digital CX Automation

communicate | collaborate | automate

Insights & Analytics

* @] Artificial Intelligence & Robotics

UNFYD

COMPASS

Knowledge Portal

MX/SX/CX

I YV Day: OO BQ

Social Media | Messengers | Chat Apps | Website | Web App | Mobile App | loT




Knowledge Management

),
C%'J

PROCESS



Knowledge Management Portal

KM Sources

‘e

Administrator
Past Experiences

RESEARCH ?
& DEVELOPMENT

Research &

3
any'
—_—

Development /

RESOLUT{ONS

maw ®
bl ah
O
ah

Resolutions

.

KM Catalog
Glossary
Articles FAQ's Glossary
Users \ O‘ Search for Words
(- Search Type
Search * Full Text Search

&
o

J

KM Stages

Draft
Approve

Publish

» Article Codes
+ Title Only

\* Keywo rds

Search

L III‘

Problem Symptoms Resolution




Knowledge Base — Articles & FAQ

Articl
Category -ﬁ Article Title Suggested By Created By Created On Rating

- KnowledgeBase ART12 | Blogs Admin Delaware Admin Delawars 11/15/2013 6
Administrator ART17 | Functional Info Admin Florida Admin Florida 12/27/2013 6
Repository

= ART9 Journals Elegant chazin 11/14/2013 9
Depot Third party Insurance
ART31 | Agministrator Admin Florida Admin Florida 03/25/2014 A

Field Agent
ContractManager
Sales Coordinator
CSR

KnowledgeBase >> Explore >> FAQ's

-

FAQ Q: Will insurance help my beneficiary pay off my debt?
Administrator A: Once a claim is paid, use of the funds is at the discretion
Repository of the beneficiary you've designated.
Third party T =
L] fsurance Suggested By: Daniel Clarke Created On: 09/26/2013
Field Agent
ContractManager Q: How long does approval take?

Sales Coordinator A: Depending on the type of insurance and the steps

CSR involved, it may take as little as several days or as much as
several weeks for a policy to be approved.

Suggested By: Michelle Clarke Created On: 09/26/2015

Add




Approve & Publishing Article

18 August 2017 Home | Profile

@_ UKNI\F/:D ¥4 Approve Article -

C KnowledgeBase >> Manage >> ArticleCatalog >> Approve

- —7
Manage Article

@¥ Explore Kn) * N *|
m Article Title KnowledgeBase Article Keywords | KnowledgeBase

Article Type Info Article Category Administrator

Analytics

*|

Tyy valid From 11/18/2016 valid Till ‘ 11/30/2016

Cate:

Status

Article Catalog
1
Create Article KnowledgeBase

Create FAQ's

Synopsis DRAFT

Create Glossary

Expired

ent Article

Related Articles

0 Questions
y[ Select X *

@ notification

Q Search

Related Attachments

Reports logins.txt

== Add [ Modify (' Approve/Publish O Reject [x Delete €9 History

An Enterprise Solution From DEY




Knowledge Management — Glossary View

Glossary
[a) (] (el (o] (2] (8] (e (0] (@) (o) () (] (] (] (o) (] (el (R) (8] () () () () (od) (] (2]

Enter Text D Q Go

- Title : | GlossI Created On: 11/15/2013

Tell me ?:he Admln functlor;bs ) Article &

% : mij|
‘,, Tltle p— H Admi KnowledgeBase >> Explore >> Glossary >> View
Administrator — I

‘ &Email Article

| »

Y
"5 print Article

Article Information

Article Title ‘ Functional Info TArticle Keywords ‘ f

Article Type ‘ Glossary 7 Article Category i ;C\dministrator

Created on | 12/27/2013 | Last Modified on | 03/25/2014 =
valid From | 03/25/201; valid To J 12/31/201?

Suggested By ‘ Admin Florida Created By (Admin Florida ‘
Description | na 1

Related Articles

FAQ2 FAOQ1
Related Attachments

No Attachments

Rate Article [ My Previous Ratings )

k® = 1
Relevancy Select IEI | Useful & Informative ‘ Select E] ‘
Easy to Read Select El ‘ -




Article Creation

18 August 2017

I New Article &

UNFYD !
4d
) KnowledgeBase »> Manage >> Create Article
‘ Manage Article
@ Explore Kmp | o -
- Article Type J Info v Article Title
Manage *| *|
Article Category ‘ Select v Article Keywords
Valid From Valid Till
Article Catalo 08/18/2017
*| =
Create Article
Lis} Status

Create FAQ's

Create Glossary Synopsis DRAFT

Recent Article Expired
0 Questions | Related Articles

Select v -
o Notification I
Q Search
Attachments ( The file size should be less than 2 M8 )
Reports
I Choose file | No file chosen -
[ Modify ¢ Approve/Publish [x Delete £ History

An Enterprise Solution From DEY




} Manage

@ Questions
@ notification
Q, search
Reports

FAQ Creation

L Administrator admin 18 August 2017 Home | Profile | Help

&

KnowledgeBase >> Manage >> Create FAQ

Manage Article

*| *|

Article Type ‘ FAQ ‘ Article Title ‘
* i *

Article Category ‘ Select v Article Keywords
—— = ] P

Valid From 08/18/2017 Valid Till
-

Suggestion

An Enterprise Solution From DEN
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Glossary Creation

1 Administrator admin

18 August 2017

: Create Glossary

Enf§

Titl

A pel
good

Tit!

KnowledgeBase »> Manage >> Create Glossary

*| | *|
Article Type ‘ Glossary Article Title
* * =
Article Category ‘ Select v Article Keywords
*| *| R
Valid From 08/18/2017 Valid Till
*
Description
| Related Articles
Select v *
Attachments ( The file size should be less than 2 M8 )
Choosze file | No file chosen 1 ~

1 Manage Article

Created On:

Consumer 11/04/2016

Created On:

Administrator 07/25/2016
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Problem-Symptom-Resolution-ldeal Scenario U

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

Sure, | can list out the
required documents needed
to open DEMAT Account

oo

Products & Sub-
Products @
o Perform Search for DEMAT u 'ts
< Customer call Account details
C—
r Agent update Agent
' Customer to customer .
Checklist of documents to
’ open DEMAT Account are
- Create & Map 4 displayed in Structured view
—-

o Problem
Administrator

dVIA

Structured view list is
displayed to Agent

Symptom

Resolution




Product — Problem Mapping

Problems-Symptoms

Problems-Services Products-Documents

List Product Problem

1 Car Insurance Need car insurance for 3 years with low/High premium
2 Travel Insurance Add-on's to Travel insurance policy
3 Health Insurance Change of Policy Vendor Add ProductProblems %9
4 Health Insurance Cancellation Policy Administrator >> Knowledge Base >> Mappi >> Product-Problems >> Add &
5 Travel Insurance Need Travel insurance with low/H [

. o
6 Car Insurance Change of Policy Vendor | ~

[ |

7 Travel Insurance Change of Policy Vendor Product Group E] Car Insurance B

G 1

‘ Problems

Need car insurance for 3 years with low/High premi * Change of Policy Vendor =

Add-on's to policy

Cancellation Policy
Need Health insurance with low/High premium

Add-on's to Health insurance policy
CChange of Policy Vendor

Need Travel insurance with low/High premium
Add-on's to Travel insurance policy
Add-on's to Travel insurance policy




Problem — Symptom Mapping

Product-Problems Problems-Services Products-Documents

i spskon
List Problem Symptom
1 Need car insurance for 3 years with low/High premium Need Car insurance
2 Add-on's to policy Need Customization
3 Change of Policy Vendor Add ProblemSymptoms
4 Cancellation Policy Administrator >> Knowledge Base >> | >> Problem-Symptom >> Add
ke L kil L | reoiemvetors ... .|
6 Add-on's to Health insurance policy *
: Problem Need car insurance IZ|
7 Change of Policy Vendor ‘ L
5 % X 2 Symptom
8 Need Travel insurance with low/High premium [ —— 2
9 Add-on's to Travel insurance policy Need Car insurance 2 Need Customization *
10 Add-on's to Travel insurance policy Change of Policy Vendor

Twisted brake Shoes
Need Health insurance
Need Travel insurance
Need Customization
Twisted brake Shoes

G |

(x




Problem — Resolution Mapping

Product-Problems Problems-Services
Products Select E]
List Document Code Document Mapped At
1 ITEMO0O1 Health Insurance Documents Group
2 ITEM0002 Travel Insurance Documents Group
3 ITEMO003 Car Insurance Documents Add ProductSpares &
4 ITEMOOO4 Health Insurance Documents Administrator >> Knowledge Base >> Mappings >> Product- Documents >> Add &
5 ITEM0O0OS Health Insurance Documents T
5 ITEMO006 Travel Insurance Documents -
Product Group E] Bajaj Allianz Genera B

G 1

Spare Part*

Health Insurance g Car Insurance g

Travel Insurance

Health Insurance - ‘
>

Health Insurance

Policy Documents >>

Chips

Driver's License

Sockets ‘
)

Switches




Problem-Symptom-Resolution

Alternative Scenario

HI, Ksec have deducted
money from my Kotak
Bank Acct. Can you
please explain why ?

Sure, Can | please get
your Account Number to

bring up your details ?

oo

Products & Sub-

N Products m Agent will lookup for

< Customer call ' customer details

= T -

C——
Agent update Agent
(/ Customer Unable to understand the
t to customer reason for money deduction
-‘ Create & Map 1
—-
Problem

Administrator

Agent can choose relevant

information based in search
results

Perform search with
Reference details of the

Symptom Transaction

<
>
v

o | oo
< | <
=\ =

List of search results
displayed based on keyword

Resolution




Problem-Symptom-Resolution

Exceptional Scenario

HI, Can you please tell

@ me which schemes of
@ @ mutual funds need to

Sure, Can | please keep
you on hold and get you
have DEMAT Account

this information

Oops!
Products & Sub- .
Agent will perform search
o Products n with relevant keywords
< Customer call
= ’ | Noresults found! J
— No results found!
— A
(7 Request customer that Agent
Customer  relevant team will call back
‘ with information & dispose
- Create & Map the call
o > Problem
Administrator
Updated [ | < E
I‘ P 2| g
Approved

User documents
relevant information &
Symptom ready to update

o

Send to Admin for Approval
Resolution to Publish
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Knowledge Management & UNFYD® BOT

Visit Ksec Website & post a

query in
Chat Bot
—
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ds KYC and
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Administrator Activities

/ Service Operations \

Organisation Structure
Domains

Service Areas

Products

Sub-Products
Processes
Sub-Processes

/

{}0
3

Administrator

e Problem
*  Symptoms
e Resolutions

» Skills

» Services

» Service Activities
* Mappings

/ Knowledge Base \

)

* Agents

* Agents Information
* Teams

* Roles

» Shift Assignments

» Activity Preferences
» Domain Transfers

/Resource Management\

)




F
KM

% Service Operations

Organization Units

Zip Codes
Service Areas

Domains

Product Info

Breaks
Shifts
Account Types

Standard Activities

Article Category

; Knowledge Base
& Resource Management
@ Configurations

&3 Scheduling Admin

% Contract Settings

Admin — Organisation Unit

Home Profile Help

Inventory Depot Repair Dispatcher

Knowledge Base Security

Analyfics

L Administrator J Service Engineer | | Contact Center

Administrator >> Service Operations >> Organization Units

Organization Select v

List Organization Code Organization Parent Organization
1 ORG0008 Asus World Dell Inc
2 ORGO000% Dell Inc Laptop Repair World
3 ORGO0006 HP World Mabood Electronics
4 ORGO0001 Laptop Repair World -NA-
5 ORG0002 Laptop World Private Limited Laptop Repair World
6 ORGO0004 Lenovo Service Center 5.5 Technologies
7 ORGO0005 Mabood Electronics Laptop Repair World
8 ORG0007 PioneerElabs HP World
S ORGO0003 5.5 Technologies Laptop World Private Limited

An end- -end Service Function Management Solution




Admin — Create Organisation Unit

A Administrator admin 29 August 2017

Add Organization Unit &

UNFYD
@ v

cd LS1 Nnumper ‘ | LS1 Numbper ‘
- C ication Detail
Ad
Service Operations - *|
= Address1 ‘ Address2
Organization Units m 5 * vl
S city ‘ State \
Zip Codes | |
*| [ |
Service Areas Zip Code ‘ Country ’ Select country v ganization
Domains *| |
Product Info — | Phone ‘ ‘ Phone 2 ’
> Lig -
Service Info Fax ‘ ‘ Fax 2 ‘
Holidays 1 ! g g
— */
Breaks 2 Mobile ‘ ‘ E-mail ‘
e 3_ Contact Person Details
Account Types 4 *|
T, 5_ Salutation ‘ Mr. ¥ ‘ First Name ‘
S = *|
e egory - |
Article Catego 6 Middle Name ‘ Last Name |
led Ew | 1 T
E Knowledge Base s Designation ‘ ‘ Business Phone |
= e _“ = ," —
& Resource Management 2240 Alt. Phone ‘ J Mobile ‘
@ Configurations Fox ‘ ‘ e ‘

% Contract Settings

An end- -end Service Function Management Solution




Admin — Resource Management

UNFYD
L) KM :
Confract Inventory Depot Repair Dispaicher

Ad

k Administrator J

07 July 2017

|Se«vice Engineer | Contact Center | | Knowledge Base H Security \

Analytics

"_g Service Operations

Administrator >> ResourceMgmt >> SE Info >> Personal Info

Address Skills
’ Knowledge Base
- Resource Management
SE Info List SE Code Service Engineer EffectiveFrom EffectiveTo ing T Status
Shift Azsignmaent - .
1 Rishabh Rishabh Agarwal 11/13/2015 03/11/2020 lndmin hctive
SE Preferances ,
2 Knurag inurag Doshi 11/13/2015 03/11/2020 |dmin Bctive
Domain Transfers i -
£ Nikhi INikhil Gupta 12/04/2015 03/11/2020 lBdmin Active
* Configurations H Rakesh Rakesh Mehta 12/04/2015 02/26/2020 )admin Bctive
/-
15 Varun Varun Rathod 01/19/2016 01/24/2020 |wdmin Bctive
&3 Scheduling Admin =] Knjan lknjan Gosh 12/04/2015 02/26/2020 lkdmin Mctive
u Knupam Knupam Tripati 01/19/2016 01/24/2020 ldmin fctive
& Contract Settings B Bumeet Sumeet Dubey 01/04/2015 02/26/2020 lkdmin Active
s kshay lkshay Jaishwal 01/19/2016 01/24/2020 lBdmin factive

a} Inventory Settings

An end- -end Service Function Management Solution
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KB — Search

UNFYD
°¥) KM

Security Analyfics PM

Confract Inventory Depot Repair Dispatcher Administrator Service Engineer | | Contact Center | | Knowledge Base

KnowledgeBase >> Search >> Search
@ Explore

X\' Manage m

Advanced Search
0 Questions *

Search for word(s)

0 Notification Search Type Full Text v
i v
P Created Anytime
* -
Contract u
Reports Article Category
X Inventory

Article Type(s) »
Info Bugs Problem-Symptom-Resolution

FAQ's Release Glossary

An end- -end Service Function Management Solution




Glossary

Manage

b4

Questions

Notification

Search

Do -~

Reports

i

KB — Search Results

29 August 2017

UNFYD
1°Y ) KM
Confract Inventory Depot Repair Dispatcher Administrator Service Engineer | | Contact Center

KnowledgeBase >> Search >> Search >> Result

Consumer

A person who buys goods or services but not as part of their business A company can be a consumer for contracts not related to its business especially for goods or services
it buys for its employees

Category- Contract Rating - 8 Last Modified Date - 11/04/2016

Administrator Tasks

Service 365 Administrator will define the service related information, organisation objectives, business policies
Category- Administrator Rating - NA Last Modified Date - 08/29/2017

Administrator

Service Administrator module acts as a Centralized Repository of the information related to the Service Organization
Category- Administrator Rating - 8 Last Modified Date - 08/17/2016

Contract Management

Contract management is the process which ensures that both parties to a contract fully meet their respective obligations as efficiently and effectively as possible, in order to
deliver the business and operational objectives required from the contract and in particular to provide value for money It is an integral part of the informed customer
capability

Category- Contract Rating - NA Last Modified Date - 11/04/2016

An end- -end Service Function Management Solution
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KB — View Search Results

29 August 2017

View

KnowledgeBase >> Search >> Search >> Result >>Article

= I A
BEmail Article 2 print Artide
| Article Information
Article Title Administrator Tasks | Article Keywords ‘ Tasks
Article Type Info Article Category ‘ Administrator
Created on 08/29/2017 Last Modified on \ 08/29/2017
Valid From 08/29/2017 Vvalid To ‘ 08/31/2017
Suggested By Administrator admin | Created By ‘ Administrator admin
2 Service 365 Administrator will define the service related information, organisation objectives,
Synopsis 3 AR
business policies
:‘ Related Articles

| Administrator

| Related Attachments
No Attachments
Rate Article ‘ My Previous Ratings )
Relevancy ‘ Select v Useful & Informative Select v
Easy to Read ‘ Select v

An end- -end Service Function Management Solution
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KB — View Search Results

29 August 2017

View X
I I

Suggested By ‘ Administrator admin Created By ‘ Administrator admin

Synopsis

Service 365 Administrator will define the service related information, organisation objectives,
business policies

| Related Articles ‘
Administrator ess especially for goods or services

| Related Attachments |
No Attachments

Rate Article My Previous Ratings 5.}
Relevancy Select v Useful & Informative Select v
Easy to Read Select v

Suggestions/Comments

ind effectively as possible, in order to

Overall Rating (1-10) * part of the informed customer

[ Subscribe Article

| /Do you want to Subscribe to this article? Any update regarding this article will be alerted to you.

An end- -end Service Function Management Solution
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