
USU KnowledgeCenter 5: The Central  
Information Platform for Call/Service Centers

Providing the Right Information

Many knowledge bases are really not much more 
than passively used document management 
systems. In contrast, USU KnowledgeCenter is 
the central and active information channel for 

self-service searches as well as precise, targeted 
knowledge provision by agents supervised by 
team leaders specifying such matters as lan-
guage conventions, new products or processes. 
In this way, USU KnowledgeCenter reduces the 
number of parallel information and communi-

benefits
Your service center is the central point of contact with your customers. In fact, your 
Customer Service Representatives (CSRs) are most often the first and only contacts with 
them. This is precisely where a high level of customer service is critical. Questions have 
to be answered quickly. In fact, the first CSR a customer talks to should be able to fully 
resolve the customer’s concern. Successful service organizations show what’s possible: 
Through professional provision of information their CSRs can provide quality-assured 
and thus correct answers.

Significant increases in ••
efficiency and quality in 
service centers through 
higher resolution rates 
and shorter call handling 
times 

Higher quality call- ••
related documentation

Quick access to relevant ••
information in both in-
ternal and external data 
sources through  
self-learning searches

Increased answer quality ••
through standardized 
and constantly updated 
sources of information

Significant decreases in ••
the time and effort re-
quired for updating and 
providing information

Dramatic drops in the ••
times required to equip 
and train service per-
sonnel, especially when 
integrating external 
employees and part-time 
staff

Simplified transfer of ••
subtasks (such as during 
off-peak hours or periods 
of heavy workloads) to 
external service centers 
by easy access to infor-
mation – even for less 
experienced personnel

CSRs can handle more ••
topic areas – without pre-
screening of calls.
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cations channels, increases the efficiency of infor-
mation provision and, at the same time, increases 
the quality of the information provided. 

Finding Information Fast

Providing and using information can be both 
time-consuming and cost-intensive. When 
researching a topic, you need to know the exact 
search term to use or where certain documents 
that you need many times a day are stored. With 
the intelligent, self-learning search function in 
USU KnowledgeCenter, you’ll find documents 
even with inexact search terms. Or, you can 
directly access the document with our easily 
used one-click navigation mode. 

For information valid only for a limited time or 
daily updates such as for marketing campaigns, 
often yielding spikes in call volumes, you can use 
both manual and automatic methods to read-
ily find just the documents that you need. This 
means that your CSRs can provide information 
faster, and the time and effort for accessing and 
using information is much less.

Always Kept Up-To-Date

Information that was correct yesterday is not 
likely to be helpful today. Keeping CSRs informed 
about changes and news is thus a major, essen-
tial aspect of a knowledge base. Unfortunately, 
in actual practice this updating is often done 
with different methods. News is communicated 
by e-mail or other ways, bypassing the knowl-
edge base, which then increasingly contains 
outdated information. USU KnowledgeCenter 
features a very handy “New” button. 

When clicked, it reveals what has changed within 
a given amount of days. Changed document con-
tent is also highlighted. Reports can be distin-

guished based on their urgency and can even be 
displayed with automatic pop-ups whenever a 
user is not currently using USU KnowledgeCenter. 
Or, they can be displayed as soon as a user starts 
a new search. In this way, USU KnowledgeCenter 
not only stays far better updated but also con- 
siderably reduces the time and effort required to 
communicate and use news.

High-Quality Information and  
Documents

The greatest challenge faced in operating a 
knowledge base is the need to regularly review 
the documents in it and to update or replace 
information in a timely manner before it be-
comes outdated and thus loses its value. USU 
KnowledgeCenter actively assists in doing this: 
An automatically updated list shows what tasks, 
feedback or suggestions are available to the edi-
tor concerned, what documents that editor is 
currently working on, in which documents USU 
KnowledgeCenter has detected quality problems 
or which ones are due for review and resubmis-
sion. If processes cannot be handled with stan-
dard methods, USU KnowledgeCenter offers a 
choice of escalation procedures, ensuring that 
agreements are met. 

One-Click-Navigation

Always Kept Up-To-Date
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Flexibly structured workflows enable easy, “one-
step” document creation, yet also allow separa-
tion of tasks, such as among author, reviewer 
and approver. This feature allows them to be  
readily categorized by “content supplier” and 
“editor”. A comprehensive set of standard evalu-
ation options lets you constantly check and con-
trol your document maintenance and usage. 

Comprehensive Access Rights System

Not every employee should be allowed to see, 
edit or release any document or create and 
release one to use for another solution. In USU 
KnowledgeCenter, provision of access rights 
is efficiently handled as follows: Access rights 
can be proposed/applied for and then approved 
and issued, either globally for entire workflows 
and categories or individually for specific docu-
ments as well as to the subsequent editor in the 
workflow, to the current editor or to the editor 
in charge of maintaining a document. The access 
rights wizard is a powerful tool that allows 
rights to be granted quickly and easily, even to 
large user groups.

Individual and Customizable

Knowledge bases differ for each individual 
application, and even within a company its user 
interfaces can be different. For instance, the 
one for CSRs can differ from the ones for tech-
nical support, sales or the outbound call center. 
Or, they may differ based on the given service 
customer. USU KnowledgeCenter is multi-client 
capable, which means that it can be customized 
for all customers, both internal and external 
– even with no previous IT expertise. Details 
such as processes, interface features, document 
types and access rights can be readily deter-
mined or customized in just a few minutes. 
With USU KnowledgeCenter, you’ve got a con-
venient cutting-edge platform to support your 
growth strategy.

Easy Integration into Existing  
Applications

USU KnowledgeCenter offers numerous inter-
faces based on modern SOAP technology, ones 
that you yourself can adapt as needed, even 
without our support, for the following reasons:

Integration as a self-service solution in your •	
portal or Internet/Intranet
Integration into an existing CRM or ticket •	
system 
Integration with external document manage-•	
ment processes

and much more!

Great Flexibility and High Availability

Knowledge bases are often used for very diffe-
rent purposes, such as for achieving long-term, 
strategic efficiencies in a service center or for 
providing targeted support of a short-term, spe-
cial project. USU KnowledgeCenter can be de- 
ployed exactly as you need it – installed in your 
own infrastructure or made available as an 
externally hosted Web-based “on demand” ser-
vice solution. In both cases, USU KnowledgeCen-
ter is easily scaled and dynamically adapts to 
lower or higher usages depending on how you 
actually use it. 

List with Search Results



Ensuring Higher Productivity

USU KnowledgeCenter offers you more than 
just mere technology. It’s highly innovative and 
efficient. However, what’s critical is that technol-
ogy is used in the right way, for only correctly 
applied technology will increase productivity. 
This requires the following:

The roles, contents, processes and “rules of the •	
game” have to be defined.
USU KnowledgeCenter has to be integrated •	
into the organizational architecture. 
USU KnowledgeCenter has to be integrated •	
into areas responsible for information provi-
sion (training/continuing education, quality 
assurance, etc.)

Benefit from Our Experience

With our experience, process models and bench-
marking, we’ll guide you to the correct, prac-
tice-proven workflow model. That’s also what 
our software model is based on, so you can be 
assured of a successful project outcome. Fur-
thermore, our support doesn’t end after suc-
cessful conclusion of the project. As a member of 
the USU KnowledgeCenter “family” you’ll bene-
fit from the experience and feedback from other 
users. And as part of your maintenance con-
tract, you have the right to have a free annual 
“maturity day” assessment. Working with USU 
consultants, you’ll compare your company with 
others in your business sector. By creating an 
updated system inventory and analyzing your 
process maturity and productivity, we’ll show 
you how to optimize your installation in order 
to derive even more benefit from it. With USU 
KnowledgeCenter, you create the basis for con- 
tinuous improvements yielding greater effi-
ciency and higher quality!

KEY FACTS

USU KnowledgeCenter 5 is all this and more: 

The knowledge base for professional orga-••

nization of your information and commu-

nication processes

The central tool for call and service centers ••

The basis for keeping CSRs reliably and ••

efficiently informed in a standardized way

Seamlessly integratable into your existing ••

environment due to its flexible architec-

ture and interfaces

Its new, highly adaptable technology makes ••

it easy to expand in a department, even 

with no previous IT expertise

Integratable as a self-service solution in ••

your portal or Internet/Intranet

Also economically available as an exter-••

nally hosted, Web-based “on demand” 

service solution.

This means that USU KnowledgeCenter 5 is 

the central knowledge platform for your pro-

fessional, process-oriented service operation.
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