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Search	versus	Findability	
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Answer:	Search	



Some	issues	with	search	

•  Do	people	know	when	to	search?	
•  Do	people	know	how	to	use	search	
effec2vely?	

•  Is	the	underlying	content	that	they	retrieve	
useful	and	usable?	



A	different	approach	

By	understanding	the	user’s	work	and	context,	
knowledge	organiza2on	professionals	can	
proac2vely	direct	the	right	informa2on	to	the	
right	people	at	the	right	2me.		



Example	1:	Health	Insurance	Contact	Centre	

Health	Alliance		

Issue:	Healthcare	reform	leads	to	20%	rise	in	contact	centre	call	volumes,	
20%	rise	in	employee	turnover	and	35%	of	calls	being	answered	within	30	
secs	(against	a	target	of	80%).	

Solu2on:	Contact	centre	reps	no	longer	had	to	use	SharePoint;	a	web	portal	
and	mul2ple	content	sources.	Instead	key	content	was	pushed	from	
SupportPoint.	

Impact:	81%	of	call	answered	within	30	secs.	12%	decrease	in	talk	2me.		
Replacement	headcount	not	required.	“I	get	it,	I	understand	why	you	
bought	SupportPoint.	This	is	one	of	the	best	tools	you’ve	ever	purchased	
for	us.”	



Example	2:	Telco	Back	Office	Performance	Improvement	

BT	cut	process	errors	over	80%	improving	delivery	success		

Issue:	Provisioning	a	BT	product	involved	complex	processes	and	cri2cal	
informa2on	so	vola2le	that	nearly	30%	of	ini2al	sales	orders	included	
human	and	system	errors.	Reworking	orders	caused	late	delivery,	added	
costs,	and	failed	customer	expecta2ons.	

Solu2on:	SupportPoint	solved	the	complexity	problem	by	guiding	BT	staff	
step-by-	step	through	every	aspect	of	comple2ng	an	MPLS	order,	providing	
just	the	right	informa2on,	procedures	and	policies	to	complete	the	
processes	correctly.		

Impact:	80%	reduc2on	in	error	rates.	“To	our	customers,	this	means	a	
much	improved	service.	Cost	savings	to	BT	could	be	worth	millions	
annually,	enabling	us	to	offer	more	compe22ve	pricing.”	



Mapping	processes,	procedures	and	tasks	

•  Exis2ng	process	documenta2on	
•  Observa2on	in	context	(e.g.	what	do	people	
really	do)?	

•  Process	mapping	workshops	



Mapping	processes,	procedures	and	tasks	



Linking	tasks	to	systems	with	context	
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Demo	

We	will	cover:	
1.  How	context	sensi2ve	help	(CSH)	delivers	informa2on	to	staff	at	the	

point	of	need.	
2.  How	process	and	procedural	informa2on	is	presented	to	staff.	
3.  How	authors	create	procedures	and	manage	them	(workflow,	repor2ng,	

roles,	online	learning).	



The	pitch	

Learn	how	to	get	the	right	
informa2on	to	the	right	people	at	
the	right	2me.	


