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How a social knowledge management system created smarter agents
and happier customers for a popular global on-demand publisher

Get hooked, get booked,
with great experiences

The client’s business model is ‘publishing for all,’ and requires customers to be guided through a process with many nuances. 
Information is lifeblood for their customer support agents in three countries. However, these customer support agents sought 
information from multiple sites and were unable to consistently provide accurate information to customers. By creating a unified 
knowledge management system (KMS), CSS Corp has empowered customer support agents to be fast, fluid and focused enough 
to please customers, perform and drive profitability.



Our client has a niche business that 
depends heavily on customers having a 
great support experience that will drive 
repeat business. Because of the nature of 
our client’s business, it is critical that 
customers receive the right information 
during a customer support interaction, 
quickly and efficiently. The customer 
support agent who clearly and confidently 
guides customers through the process 
holds the key to greater revenue. 
A well-informed customer support agent 
can take the customer from intent to action; 
an ill-informed one can alienate a customer 
for life. For these customer support agents, 
information about product and process 
updates as well as technical issues
must be accessible on a single platform.
So they have what it takes to deliver better 
customer experiences.

A global print-on-demand company that 
provides a creative self-publishing platform 
for customers to create and edit their books 
in both print and electronic formats.

Client Situation
The client was finding it difficult to relay updates on policies, procedures, technical issues, 
and new site launches to the three countries in which they have customer support teams. 
As a result, agents were ill-informed and often captured incorrect information in case logs. 
The fallout was that customers were receiving incorrect and conflicting information when 
they interacted with customer support agents from different sites. This negatively affected 
both quality scores and customer satisfaction (CSAT) scores.

Analyzing the situation revealed a few problem areas. Updates on the local site weren’t 
accessible on all sites. Different channels were being used for inter-site communication. This 
required customer support agents to browse the knowledge portals of various sites and 
participate in multiple chats to get up to speed on information. In addition, customer support 
agents working in late-night shifts were having trouble getting clarifications.

The CSS Corp Solution
Approach

CSS Corp understood that what the client’s multi-location, multi-channel, multi-lingual 
customer support teams really needed was a singular knowledge management system 
(KMS). However, this KMS would have to be more social for streamlining knowledge 
dissemination, enhancing customer support agent collaboration, and improving KMS 
adoption. To realize these benefits, CSS Corp built the KMS on two key social functionalities:

Wiki — Bucketing information about policies, processes and updates into relevant sections 
addresses communication for individual groups and for the group as a whole. These sections 
can also be filtered to include only groups for which the information is pertinent, helping 
avoid confusion.

Wall — Similar to the Facebook Wall, this is an open forum to post questions whose 
answers are visible to all customer support agents.

Solution Features and Benefits

Information without duplication — The KMS allows customer support agents to log in and 
ask questions to each other and to the support staff. Since the information is visible to 
everyone, answering the same question multiple times is no longer a concern, and 
group-wide updates happen much faster.

Accessibility of teams — Customer support agents can pose a question to a specific group, 
making it easier to get the attention of a specific team.

Guaranteed information consumption — Before CSS Corp implemented the KMS, the client 
was using a third-party wiki system with no ‘mark as read’ feature for articles. Now, 
announcements and wiki articles can be marked ‘critical’ and a customer support agent is 
required to view the article on the next sign-in and acknowledge it by marking it as read. 
Administrators can verify that updates have reached customer support agents with agent 
acknowledgment reports.

Simplified knowledge access — The client’s previous wiki system was difficult to navigate. 
With a search feature, tag cloud, and wiki groups, customer support agents can find 
information easier and faster.

Business Outcomes
“CSS Corp has been pivotal in our customer support strategy. They have helped build our 
multi-channel, multi-lingual team in an efficient and scalable manner. Their expertise in the customer 
service space has helped us exceed our goals and expectations for the partnership. CSS Corp has 
routinely offered proactive suggestions on ways we can reduce costs and improve the customer 
experience and we believe that they are completely committed to the success of our company.” 
– Client representative

The KMS replaces several local sites, chats, and forums as one single channel for internal 
information. As a result, the CSAT score has increased to 89% and average response time 
has reduced by two hours. With the right information at their fingertips, customer support 
agents are more empowered to resolve queries faster and deliver great customer experiences 
during each interaction, which translates to stronger performance, and greater revenues 
for the client.
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