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When	is	a	KMS,	a	CMS	or	even	a	DMS?
Getting	the	definitions	right

DMS	is	documents	only,	
whereas	CMS	may	contain	
video,	recordings,	etc- Daily	work	depends	on	

granular	snippets	of	
information

- Knowledge	has	a	shelf	
life

- People	don’t	take	the	
time	to	document	what	
they	know

- Expertise	is	distributed

1.	KMS,	CMS,	DMS
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Knowledge/info?
Granular	snippets	&	a	shelf	life

Do	I	
need	
cash?

Where	
to	park?

Will	
there	be	
food?

Can	I	
bring	
kids?

What	
time	is	
tea	

served?Is	there	
disabled	
parking? Who	

won?

1.	KMS,	CMS,	DMS
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Why	need	a	KMS?

- Daily	work	depends	on	granular	snippets	of	information

- Knowledge	has	a	shelf	life

- People	don’t	take	the	time	to	document	what	they	
know

- Expertise	is	distributed

1.	KMS,	CMS,	DMS
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Strong	correlation	between	customer	
experience	and	loyalty	factors	such	as	

• repurchasing	
• trying	new	offerings	
• forgiving	mistakes,	and
• recommending	the	company	to	
friends	and	colleagues.	

Additionally,	companies	with	very	good	
Cx	ratings	have	an	average	Net	Promoter®
Score	that	is	24	points	higher	than	the	
scores	of	companies	with	poor	Cx.	

Source: The ROI of Customer Experience, 2015 The Temkin Group

Customer	experience	(Cx)
Why	focus	on	it?

2.	Cx	&	CSat
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Cx
Getting	it	right

#1	driver	of	Cx	is	resolution

2.	Cx	&	CSat



Call	Centre	Customer	Most	Important	Metrics	Ranking…
2.	Cx	&	CSat
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CSat
Getting	it	right	too

Top	4	drivers	of	CSat consistently	include:

• Knowledge
• Genuinely	care
• Resolution
• Helpful

2.	Cx	&	CSat
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Knowledge	or	Questions?
Which	is	King?

Can	I	order	a	skip	
bin	please?

When	is	my	
kerbside pick-up	
scheduled?

3.	Questions
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Use	my	language,	please

Can	I	order	a	skip	
bin	please?

When	is	my	
kerbside pick-up	
scheduled?

3.	Questions
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What	was	my	question?

Can	I	order	a	skip	
bin	please?

When	is	my	
kerbside pick-up	
scheduled?

3.	Questions
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A	customer	experience	journey	map	…

…is	a	visual	illustration	of	a	customer’s	activities,	
interactions,	emotions	and	perceptions	to	solve	
a	need

4.	Tools	- CxJM
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The	Silver	Chef	journey
4.	Tools	- CxJM
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4.	Tools	- CxJM
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Common	pitfalls
We	know	what	the	customer	wants....

What	we	think	the	customer	is	asking,	is	often	wrong...

• We’re	focused	on	the	process	- not	the	need	or	catalyst
• We’re	focused	on	speed	to	respond	– not	on	resolving	the	

enquiry
• We	listen	in	order	to	answer	- not	listen	in	order	to	

understand

5.	Tools	- Diagnostic
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So	what	are	the	questions?
One	role	of	a	Diagnostic

5.	Tools	- Diagnostic
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So	what	are	the	questions?
The	role	of	a	Diagnostic

5.	Tools	- Diagnostic



What	questions	do	we	need	knowledge	about?
Dogs,	cats	&	event	enquiries	and	admin	calls	dominate	traffic

5.	Tools	- Diagnostic



What	questions	need	better	answers?
Here	- better	management	of	claims	enquiries	impacts	x%	of	demand

5.	Tools	- Diagnostic



What	questions	cause	Cx	pain	or	are	not	easy?
Focus	on	these	first

5.	Tools	- Diagnostic



What	questions	to	spend	time	on
What	%	of	typical	contacts	have	the	potential	to	be	eliminated/automated?

5.	Tools	- Diagnostic
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ROI
Increase	in	usage	does	not	result	from	installing	a	KMS	alone

“Currently	our	FAQs	are	
accessed	<2%	of	times,	
so	with	a	good	KMS,	
that	should	increase	to	

>40%”

“Our	quality	will	
increase	by	10%	with	a	

good	KMS”

“With	a	KMS,	there	will	
be	better	consistency	in	
answers	by	Consultants”

“The	accuracy	of	
information	to	our	

customers	will	improve”

“We	will	have	answers	
to	the	customer	

questions”

“Let’s	get	the	KMS	
implemented	and	then	

we’ll	change	the	
processes”

6.	ROI	&	Change	mgmt
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Increasing	ROI	and	the	Cx
Implementation	&	change	management	accelerate	and	ensure	success

Current Transition Future =   Benefits

Current Transition Future

6.	ROI	&	Change	mgmt
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Effective	change	management	is	critical
Future	states....

If you do not support and equip individual 
transitions, then your future state will look 
nothing like the future state you expected

FF F F F

FF F F F
FF F FF

FF F F F
FF F FF

F F

F F
FF FF

F
F F

F
instead of

= lower ROI
= less benefit realisation

= unachieved improvement
= not what you expected/hoped for

6.	ROI6.	ROI	&	Change	mgmt
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Change	management	mistakes
Most	common	mistakes	by	executive	sponsors....

1. Failed to personally and visibly engage in the project

2. Avoided direct communications with employees

3. Abdicated or delegated his or her role as sponsor

4. Wavered in his or her support

5. Failed to build a coalition of sponsorship with key leaders in the 

organisation or manage resistance

6.	ROI6.	ROI	&	Change	mgmt
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Assessing	sponsor	competencies
We	know	what	the	customer	wants....

6.	ROI	&	Change	mgmt
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Assessing	sponsor	competencies
The	mud	map	guides	communications	and	strategies

6.	ROI	&	Change	mgmt
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Summary
It’s	not	the	knowledge	– it’s	the	questions	that	hold	the	power

1. KMS,	CMS	or	DMS?
2. Consultant	knowledge	and	enquiry	resolution	=	key	drivers	of	Cx	and	CSat
3. What	words	and	phrases	are	the	customers	using?	
4. Do	Cx	journey	mapping	to	understand	the	customer’s	catalyst,	context	and	need
5. Conduct	a	diagnostic	to	identify	the	customer’s	real	questions
6. Observe	customer	behaviour
7. Consultants	often	have	the	wrong	questions/KPIs/quality	expectations-

• We’re	focused	on	the	process	- not	the	need	or	catalyst
• We’re	focused	on	speed	to	respond	– not	on	resolving	the	enquiry
• We	listen	in	order	to	answer	- not	listen	in	order	to	understand

8. ROI	pitfalls	
• “provide	a	better	KMS	and	it	will	be	used”	mentality
• The	ideal	time	to	build	better	processes	and	practices	– before	implementation

9. Change	management	and	sponsor/consultant	engagement	importance




