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Introduction
Welcome to EBSuite’s online on-demand service suite of business applications.

This <Knowledge Management> guide provides information and instructions to help you plan, set up, and
display knowledge articles in the Support Module.
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Welcome To EBSuite

Wh at i s EBSuiteds Online OnDemand Services?

The EBSuite.com hosted suite of CRM business tools is subdivided by business job/task function. Each

application can be used as a stand-alone independent business solution or as an integrated complete CRM
solution for your business. Applications include:

Marketing Automation/Campaign Management,

1

N Sales Force Automation,

1 Customer Support/Help Desk and
1

Project Management.

The Knowledge Management feature in this guide falls in the Support Module.



Using EBSuite Online Help

Using EBSuite Online Help

EBSuite’s Online Help provides several options for accessing configuration and background information

1 Our Learning Center is located: http://www.ebsuite.com/iHelpLearn.jsp

1 The Help link is accessed in the upper right corner of the application.

App Module: IF'rernium Edition j
& MicroBlog (00} ﬁfi Preferences  [%3 Emall 4 File @Help Logout

| #l Search| ¥

1l Search our Knowledge Base for solutions to “Frequently Asked Questions”,

the URL is: http://helpdesk.ebsuite.com/supportfaq.jsp

1 Submit a Service request to our support staff, the URL is: http://helpdesk.ebsuite.com/support.isp

1 Email our Technical Support staff at: support@ebsuite.com or call our Technical Support staff at

888.276.3270 option #2 or 888.CRM.EBS0 option#2.


http://www.ebsuite.com/iHelpLearn.jsp
http://helpdesk.ebsuite.com/supportfaq.jsp
http://helpdesk.ebsuite.com/support.jsp
mailto:support@ebsuite.com

Knowledge Screens

Knowledge Articles
In the support module, you can create new knowledge base articles (or KB articles ) , so that

- Your support agent can search and find solutions to common issues,
- Your support agent can email articles to clients,
- You can put KB articles on the web, for your clients and visitors to search in a self-service manner.

A KB article can be of Hitml or Text format. It can have multiple attachments.
EBSuite will automatically /ndex keywordss in the subject, content, and attachments of the KB article.

This chapter contains the following articles:

Create New

Indexing Keywords
Knowledge Detail

Knowledge Summary




Create New

Create New
Navigate to ( Support Module ) Knowledge -> New

Create Solution
Q & Knowledge (alse known 85 8 Solution) is a detaind descripbon of A) & resolstion to a Case, or B) an explanation of 8 business productissue, or C) an answer to 8 frequently asked question,

Yo can configure 8 Knowledge to be sxiemaly viewable, 50 your cusiomers coulkd search through your impwiedpe base va Extenal Portal BTum OniQ 1t Explanafions
*Solution Titte: [ KE#
Datail Content
[Tyl
Staws: [Dram [+ Type:| Knowledge Base ‘x| Category| =
|
Product/Category: |

Language: | English :

¥ Externally Viewable

Attachment: | | Browss_ | acnime B

Aﬂ,al:hmant.l | Browse.. J iiariamani: 4L i

Atschment: | R itachment: AME 1
Crgate Solutipn

Several things to consider:

- If you want to create a KB article of HTML format, click on the HTML checkbox. A html editor will popup.
- If you want to put the article in your web portal, make sute to check the "Externally Viewable" checkbox.

- You can link the KB article to one or more Product Categories. This will affect how the articles are displayed
in the portal if you choose to display KB articles by product category.

- You can upload multiple attachments.



Indexing Keywords

Indexing Keywords
When you create a new KB article, we automatically scan and keyword index the following:

- KB Article Subject
- KB Article Content
- Attachment: if the attachment if one of the following types
Ascii Text Files
Microsoft Word File (.doc)
Microsoft Excel File (.xls)
Microsoft Powerpoint File (.ppt)
Adobe PDF File (.pdf)

Please note that we can not index later MS formats like (.docx, xIsx, .pptx etc ). So for maximum keyword
compatibility, please use "Office 97-2003" format.



Knowledge Detalil

Knowledge Detail Page

After you add a new KB article, you will be forwarded to the Knowledge Detail page. If you click into any KB
article from the summary page, you will also arrive at the detail page.

In EBSuite CRM, most entity's detail page has an [Edit Mode] and a [Readonly Mode]. You can switch
between the two mode by clicking on the [edit] #Edit| icon and the [read] “Read] jcon.

You can of course make changes to the KB article in the [Edit Mode]. Every time you make a change to the
article, we will automatically re-index the keywords.



Knowledge Summary

Knowledge Summary Screen

The Knowledge Summary screen has six sub-screens. Each one shows the KB articles from a slightly different
perspective.

Knowledge
i@ & Kpowledge (a0 known 85 & Selution) is a detaled descriphon of A} a resclstion fo a Case, or B) an sxplanation of 8 busness productissue, or C) an answer to 8 frequently asked guestion
ou can configure & Knowlsdge 1o be extamally viewable, 80 your customers could ssanch through your knowledge base via Extenal Portal 5Tum On/Dff Explanabions

Plaase seled a product calegory, and keywords lo search:

— Product Cobegony — [ Search | Create New

[List]: In List View, all KB articles are displayed in a flat table structure. You can search by keywords, and filter
by product category. If you want to quickly search for a KB article, this is the view to use.

[Browse]: In browse view, we display KB articles by "Top Category', "Top Product', 'Most Recent', 'Most Portal
Viewed', 'Best Survey Score', and "Latest Accessed'.

[By Folder]: KB articles are naturally categorized by Product Category they are associated with. But if you want
to organize them by folder structure, this is the view to use. ( This View can be sticky: i.e it can be set to be the
default view )

[Tags]: Each KB articles can be tagged. To quickly find a KB article by Tag, use this view.

[Survey Score]: Display KB atticles with their survey scores.

[Activities]: Display a quick chart mini report of how many times your KB articles are viewed from the support
portal. And also how many articles are recently added.



Using Knowledge Articles

Using Knowledge Articles

Managing KB articles is more than just in the [ Knowledge | tab. You can use them when processing a case, and
displaying them in the support portal.

This chapter contains the following articles:

Using KB in Cases

Sending a KB link with a Case
Displaying KB articles in Portal

Enable Survey




Using KB in Cases

Using KB in Cases

When you process a Case / Ticket, you will often want to search for a KB article, and attach to the case as part
of the solution. If you attach a KB article to a case:

1 When other agents review the Case, they will see the related KB article,

1 When other agents review the KB article, they will see what Cases did the KB article resolve

1 When you send email about that case, you can easily send out a link to the KB article ( see chapter )
9 When the case is viewed by the client in the support Portal, he can see the attached KB article(s)

Navigate to ( Support Module ) Case -> Case Detail for a particular case -> Resolution

Expected Close Dats: | =]

Update | Close Case | Send Update Molfication

Process | Resolution Relate | Activities | Tasks | Motes | »|

Find & Afiach KB Arbicles

Search Keywerd: | Cas repor ]

b5t KB o see keywords
Wi T &old oud i Tarosd Resffany

You can search for a KB article, and attach to the case.



Sending a KB link with a Case

Sending a KB link with a Case

After you have attached a KB article to a Case, when you send emails within the context of that Case, the KB
article link will be available for you to use.

When in the email interface, you will notice the [knowledge| icon on the upper right. Click on it, and all the KB
articles linked to that case will show:

i Compase: " Files & Attachments =~  sProduct External URL 7 Knowledges R
& | # Attach Knowledges
From: nzhong@ebsuite.com E| Afach test KB to see keywords
- Aftach standard operating agreements
To. [nzhong@ebsuite.com | Aftach WiF# Chinese FAQ
ce | | | Aftach Wwii Fit English FAQ
. Aftach pdfs
Bec: | | Afiach Mo Subject
Aftach HeloWorld.doc Book1.ppt Book1 xis
“Subject |[CASE #5220]

Content RE A R AR B« & (3 | Fonrt | Size ~ "I~ | =] Source

##EBKMOWLEDGE _22: test KB fo see keywords## |

Guest User
Fot o

All you need to do is with your cursor in the correct ( content textbox ) position , click the [attach] to the left of
the KB article you want to send.




Displaying KB articles in Portal

Displaying KB articles in Portal
You can configure the support portal to display KB articles that are 'externally viewable'.

Navigate to ( Support Module ) External Site -> Setup, click on the General / UI section, and make sure
"Enable Knowledge Articles" is checked.

General / UI

¥| Enable Product Browser

o Enable Knowledge Articles

| Enable Hews
J Enable Service Requesi

W Enabile Project

Then navigate to the Knowledge section. You can choose to display knowledge articles in a flat / list view, ot to
display them by product categories. You can also enable survey, so that visitors can grade each article.

For more information about how to setup the support portal, please see our help topic.


http://www.ebsuite.com/help/SupportPortal/index.html

Enable Survey

Enable Survey

Navigate to ( Support Module ) External Site -> Setup, click on the Knowledge section, and you can configure
survey for KB articles.

Knowledge
URL hittp i SUPPORT. ebsuile. comisuppart fag sp
it View

Display Lo
% Product Category
L |

Kngwledge Aricle Access Resirict by Product Category
Resirict by Product

% Use Standard Survey

Survey (17 TreEy

Dsabie

We recommend that you enable survey, and use our "standard survey". Which allow visitors to grade each article
with 1 - 5 starts:

Attachments: CaseReportpdf 4]

Was this helpful?  #**** |Ratett ||

You can view survey scores in Knowledge summary screen. You can setup Account -> Setup -> Knowledge ->
Survey Email Notification, so that when someone rates your article, you can be email notified.



