
he power of knowledge is often underestimated. If you can enable your service agents 
with the right answers at the right time, they can solve customer issues faster, increasing 
their productivity. Empowering your customers to access those same answers through 
self-service channels means increased call deflection and an effortless customer 

experience. Achieving these objectives result in happier customers and reduced service costs.

Unfortunately, that’s harder than ever to do these days because customers are seeking knowledge 
in more channels than ever before. Your customers are spending less time calling into contact 
centers, and instead turning to your website, Google, community forums, and social media 
channels to solve their problems.

Most knowledge management systems can’t keep up in today’s world

Low adoption

Knowledge is often disjointed from service processes 
and CRM, or there are multiple knowledge bases to work 
from, making it difficult for agents to find the right answers 
quickly. Content creators are often disconnected from the 
knowledge consumers, resulting in inaccurate articles.

Unlike stand-alone applications, our knowledge base is fully integrated with Service Cloud, which means your agents have one place to gain 
a 360o view of the customer, access the knowledge base, and respond to customers on any channel. Agents are able create new articles in 
context of the case, and knowledge contributors can be recognized and rewarded in real-time. Agents end up spending less time toggling 
between systems, and more time focused on the customer. And with only one interface to learn, agent onboarding and training is a breeze. 

1 Not agile 

Traditional client/server platforms are too rigid to keep 
pace with your changing business, making it difficult 
to update and optimize your knowledge management 
process when needed.
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Not multi-channel or mobile

Most platforms can’t harness or deliver knowledge into 
cloud-based channels such as self-service communities  
or via mobile devices.

Limited insights

Most knowledge management systems make it difficult to 
measure knowledge effectiveness, such as which articles 
are effective vs ineffective or who is digesting the content. 
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Salesforce Knowledge: Empowered Agents, Customers, and Managers

Maximimized Agent Productivity - Fully Integrated

Contextual knowledge where agents already work 
  
Recommended articles pushed to agents in context 
of the case 

Optimized search experience allows agents to pre-
view article before clicking into it 

Agents can embed knowledge articles into an email 
in one click 



For More Information 
Contact your account executive 
to learn how we can help you 
accelerate your CRM success.
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Your knowledge is available wherever your customers need 
it. Your agents have the right answers at their fingertips 
to deliver knowledge over the phone, send through an 
email, share via chat, publish to social channels, or push 
out to customer communities. That same knowledge base 
serves up answers to your service website, whether it’s a 
secure customer or partner portal, part of your public site, 
or embedded right into a public customer community. 
And customers can access the knowledge right from their 
mobile devices. When customers are empowered to help 
themselves without having to contact support, both call 
deflection and customer satisfaction go up. 

Built on the Salesforce Platform, Salesforce Knowledge 
comes with all the benefits of our cloud-based platform: 
scalable, secure, collaborative, reliable, and extendable—
without any software or complex upgrades. This means 
that you have the agility to customize your knowledge 
management process as your organization evolves, and you 
can do so with minimal or no IT resources. For example, 
you can use clicks instead of code to create workflow rules, 
establish detailed security and sharing models, or create 
custom user interfaces. And when it’s time to measure the 
effectiveness of your knowledge processes, your business 
users can customize and access real-time reports. 

Instant Answers Where Your Customers Want Them – 
Multi-channel & Multi-device 

Streamlined Knowledge Management Process – 
The Salesforce Platform 

Consistent knowledge 
across channels
  
Customers can access 
articles from any device  

Convert the best crowd-
sourced answers into 
public knowledge articles

Easy, intuitive authoring right from the Console  
  
Effortlessly categorize, validate, approve and 
update articles 

Promote certain articles to ensure that the right 
answer surfaces to the top

Analytics to build a knowledge driven  
service organization 

Salesforce Knowledge is the only Knowledge Management & Incident 
Management System to be KCSv5 verified, which allows you to apply 
industry best practices to your knowledge management process

KCSv5 Verified

Service Cloud Customers

Principals of Knowledge Centered Support (KCS)

a)  Integrate the creation and maintenance of knowledge 
into the problem solving process 

b)  Evolve content based on demand and usage 

c)  Develop a knowledge base of our collective  
experience to date 

d)  Reward learning, collaboration, sharing, and improving 

Companies 
using KCS 

report up to:

60%

50%

40%

50%

Improvement in resolution time 

Increase in first-contact resolution 

Increase in agent satisfaction 

Increase in case deflection




