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Support Meets Web 2.0  

 

Introduction 

¢ƻŘŀȅΩǎ ōǳǎƛƴŜǎǎ ŜƴǾƛǊƻƴƳŜƴǘ ŘŜƳŀƴŘǎ ǘƘŀǘ ƛnteractions between the enterprise and the customer 

become more collaborative, more open, and transparent. Nowhere is this more crucial than within the 

customer support organization. 5ǊƛǾŜƴ ōȅ ǳƴǇǊŜŎŜŘŜƴǘŜŘ ƳŜŘƛŀ ŎƻǾŜǊŀƎŜΣ ŀ ƴŜǿ άLƴǘŜǊƴŜǘ-ǎŀǾǾȅέ 

generation of workers, and mounting claims of significant savings and benefits, many companies are 

exploring Web 2.0 technologies to facilitate this transformation. This paper discusses current trends in 

Web 2.0 and how the technology can be effectively leveraged by support organizations to increase 

customer satisfaction, improve productivity, and reduce costs. 

 

What Is Web 2.0? 

Popularized by such consumer services as YouTube, Facebook, Flickr, and Wikipedia, ǘƘŜ ǘŜǊƳ άWeb 2.0έ 

refers to a broad range of Web-based applications that enableτand depend uponτcollaboration 

among users or groups of users. !ǎ ƻƴŜ ƛƴŘǳǎǘǊȅ ŜȄǇŜǊǘ ƴƻǘŜŘΣ ƛŦ ƛǘΩǎ ŀƴ ŀǇǇƭƛŎŀǘƛƻƴ ȅƻǳ Ŏŀƴ ǳǎŜ ǿƛǘƘƻǳǘ 

connecǘƛƴƎ ǘƻ ǘƘŜ LƴǘŜǊƴŜǘΣ ƛǘΩǎ ƴƻǘ ²Ŝō нΦлΦ  

Web 2.0 applications include blogs, wikis, social networking, RSS, and many more. Increasing numbers of 

organizations are making a business case for Web 2.0 based on their ability to automate processes, 

promote efficiency, build communities internally and across ecosystems, and generate a higher level of 

knowledge transfer and collaboration.  

 

What Is Driving Adoption of Web 2.0? 

¢ƻŘŀȅΩǎ ŎǳǎǘƻƳŜǊǎ ŀǊŜ ǘŜŎƘ-smart, demanding, and Internet savvy. They have become accustomed to 

immediate Google search responses, and expect a similar response when they contact support. If the 

answer to their problem ƛǎƴΩǘ ǊŜŀŘƛƭȅ ŀǾŀƛƭŀōƭŜΣ ǘƘŜȅ ǿƛƭƭ ǎŜŀǊŎƘ ǳƴǘƛƭ ǘƘŜȅ ŦƛƴŘ ƛǘτon the World Wide 

Web, within their peer group, wherever it resides. Failure to provide customers with the answers they 

need in the timeframe they expect effectively drives them away from support. This is not the customer 

experience companies want to deliver.  
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Enter Web 2.0, which support organizations are increasingly leveraging to address the needs of 

customers, expand the pool of support-related knowledge, and accelerate the level of collaboration to 

better serve their community of customers. One Web 2.0 technology in particular, and the focus of this 

document, is the wiki.   

Wikis are one of the cutting-edge consumer applications that have made their way into the enterprise, 

becoming a powerful business tool with proven business benefits. Users have become familiar with wikis 

through their personal experiences with Wikipedia or from increasing numbers of small, group-based 

wikis deployed inside large companies. It is rare today to not find at least one wiki being used inside the 

average business (often without direct IT involvement), whether by the engineering, sales, marketing, or 

support staff.   

Industry analysts such as Gartner predict that the broad adoption of wikis will continue to the point 

ǿƘŜǊŜ άрл percent of large firms will have enterprise-wide ǿƛƪƛ ŘŜǇƭƻȅƳŜƴǘǎ ōȅ нллфΦέ .ased on current 

customer adoption rates, it is expected that, in time, wikis will become as widely deployed as traditional 

messaging systems, with one wiki server for every email server.  

 

Innovating Support through Web 2.0 

Given their unique capabilities as a collaboration and knowledge tool, wikis are ideally suited to 

ǊŜǎƻƭǾƛƴƎ ǘƘŜ ŎǊƛǘƛŎŀƭ ŎƘŀƭƭŜƴƎŜǎ ŦŀŎŜŘ ōȅ ǘƻŘŀȅΩǎ ǎǳǇǇƻǊǘ ƻǊƎŀƴƛȊŀǘƛƻƴǎΦ ²ƛƪƛǎ ǇǊƻǾƛŘŜ ŀƴ ƻǇǇƻǊǘǳƴƛǘȅ ǘƻ 

innovate a new information gathering and distribution structure within support groups. Wikis can help 

capture and share new incidents not found in the existing knowledge base and enable staff to update 

the common knowledge base in less time with less effort. Wikis can also allow knowledgeable customers 

to actively share information about problems and fixes with support staff. More difficult problems that 

require extensive collaboration and file sharing among multiple departments can be resolved more 

quickly by wikis. They can additionally be used to engage the support organization earlier in the product 

development cycle to ensure adequate post-launch support.  

Following are five examples of how wikis are changing the way support organizations gather and 

distribute knowledge. 

 

Use Case 1: Wiki as an Exception Handling and Knowledge Capture Tool for Agents 

Challenge 

Support staffs rely on knowledge bases to diagnose customer issues and resolve them. But knowledge 

bases typically address less than 60 percent of problems reported by customers. What is the process for 
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capturing new incidents not found in the existing knowledge base? Typically, agents are trained to 

capture the relevant customer information, symptoms, diagnosis, and possible resolution in case notes. 

Other times, this information is put into word documents or notepad. The challenge is that this new 

incident is not visible to other agents and the resolution is repeated over and over, leading to 

inefficiency and potential errors. 

Solution 

A wiki can provide easier knowledge capture, updates, and dissemination in the normal workflow at the 

point of discovery by the agent. This Socialtext wiki-supported methodology of capturing new incidents 

άƧǳǎǘ ƛƴ ǘƛƳŜέ ƛǎ ŀ ōŜǎǘ ǇǊŀŎǘƛŎŜ ŎƻƳƳƻƴƭȅ ƪƴƻǿƴ ŀǎ YƴƻǿƭŜŘƎŜ-Centered Supportϰ, (KCS), and leads to 

increased call center capacity of 10 to 30 percent within the first six weeks. 

A large manufacturer implemented a wiki from Socialtext as an exception knowledge base for its 

customer service department. The wiki can be searched and edited by everyone within the support 

department. Agents can contribute their individual experiences, which can be leveraged immediately by 

other members of the department. This collaboration builds on the collective experiences of staff.  

According to the Yankee Group, άcall times for this organization have been reduced by 10 to 30 

percent.έ 

Benefits 

¶ Ability to capture knowledge just in time 

¶ Peer-to-peer sharing and resolution building 

¶ Quickly deliver new and updated knowledge base articles to agents for improved customer 

satisfaction 

 

Use Case 2: Wiki as a Knowledge Base for the Support Team 

Challenge  

Customer service teams use knowledge bases to diagnose customer problems and resolve them. 

Historical measures of knowledge base accuracy for finding a solution are in the 60 percent range, either 

because of poor search results or new incidents not yet captured. Existing methods and technologies for 

updating knowledge bases with new resolutions can take weeks or even months. Meanwhile, the needs 

of customers are not being met. 

Solution 
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A wiki can provide many methods to search, tag, and find problem/resolutions. The ability to surface 

answers to problems empowers the users and leads to more use and improved accuracy of the data. 

Further, the openness of wikis extends the knowledge input across many individuals and groups. This 

collaboration of knowledge dramatically reduces the time and cost associated with maintaining a 

knowledge base and provides timely information for support personnel. 

Benefits 

¶ Ability to use multiple methods to define and search for knowledge 

¶ Peer-to-peer sharing and ownership 

¶ Quickly deliver new and updated content to agents 

¶ Easier for cross-functional department visibility 

 

Use Case 3: External Community Knowledge Base 

Challenge  

Support staff may not be the only experts on issues and fixes. Customers often possess as much or more 

insight into problem resolution as the support center and are eager to share their expertise. Information 

that could benefit both the support center and other customers is not being shared. 

Solution 

Why not enlist customers to share their knowledge? Working with products every day, they can bring 

another perspective to the solution chain. Opening up self-service articles, allowing customers to 

comment online and have discussions, can improve the knowledge dramatically. Some customers may 

be given direct editing to the articles as well, depending on how much support organizations want to 

engage their customers. Of course, there are checks and balances for viewing and vetting these 

comments and edits, but experience indicates that customers who engage are respectful, self-

correcting, and exhibit pride in their contributions. This creates a very strong and loyal community of 

users. 

ά{ƻŎƛŀƭtext wikis have enabled Angel.com, a leading provider of on-demand interactive voice response 

and call center solutions,  to slash tech-support workload and boost productivity by 10 percent, resulting 

in a $500Σллл ǇŜǊ ȅŜŀǊ ǎŀǾƛƴƎǎΣέ ŀŎŎƻǊŘƛƴƎ ǘƻ a recent article from CNNMoney.  Go to 

http://www.socialtext.com/node/208 for the full story of Angel.com and their use of wikis. 

Benefits 

¶ Engage customer base and external experts, create stickiness 
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¶ Knowledge is easier to capture, update, and disseminate 

¶ Wikis have a faster and easier implementation than traditional knowledge base tools 

¶ Deflect an additional 20 percent of calls to self service 

 

Use Case 4: Critical or Trouble Account Management 

Challenge  

Customers occasionally have a difficult problem that requires extensive collaboration and file sharing 

among multiple departments over a period of days or weeks. How can these critical account issues be 

addressed effectively? If the answer is email, conference calls, and FTP sites, there is a better way. 

Solution 

A secure extranet wiki can be set up in five minutes, providing a central point for collecting information 

and enabling collaboration for the parties involved in this critical account resolution. Together, the 

customer and the support SWAT team work virtually with the latest data and input as the problem is 

defined and solutions are tested. 

Benefits 

¶ Wikis supporting invited access as a secure extranet 

¶ Email in and out files and attachments as needed 

¶ Ability to have centralized capture, update problem and resolutions in real time 

¶ Easier for cross-functional department input 

 

Use Case 5: Product Supportability 

Challenge  

For some organizations, the support group only becomes involved during the final implementation and 

marketing phase of a product life cycleτŀƴŘ ƻŦǘŜƴ ƻƴƭȅ ŜƴƎŀƎŜŘ ƛƴ ǘƘŜ Ŧƛƴŀƭ άƎƻκƴƻ Ǝƻέ ŘŜŎƛǎƛƻƴΦ ¢Ƙƛǎ 

approach does not provide the required support representation and can result in products being 

launched that were not supportable. This, in turn, can lead to call volume spikes after product releases 

and the inability to deal effectively with repeat customer issues. For organizations that engage the 

support group earlier in the product life cycle, the supportability results are improved, but the method 

of conference calls, meeting notes, and email distribution lists is too inefficient and proven to generate 

errors. 
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Solution 

Whether an organization involves support earlier or later in the product life cycle to address 

supportability, a wiki provides the platform for these activities to take place and serves as the 

collaboration vehicle and repository for results. With this approach, everyone has visibility and can 

provide input to ensure the checks and balances are in place so that the support group has all the 

relevant information to support the product or new release launch.   

Benefits 

¶ Support for cross-functional departmental input 

¶ History and version control to manage changes over the product life cycle 

¶ Elimination of time-consuming meetings and unwanted email overload 

¶ A tool that requires no training and enables all levels of users to participate 

 

About Socialtext 

With the most flexible deployment options in the industry - including appliances, hosted services, 

software and open-source ς Socialtext wikis are designed for any organization that wants to accelerate 

team communications, better enable knowledge sharing, foster collaboration, and build online 

communities. Today, over 4000 organizations use Socialtext, including Symantec, Humana, CondeNet, 

Nokia, Ogilvy PR, Washington Post, Epitaph Records, Sungard/BRASS, BASF, SAP, Intel, MWW Group, 

USA Today, MicroStrategy, IKEA, among others. Based in Palo Alto, Calif., Socialtext is a privately-held 

company with world-class investors including Draper Fisher Jurvetson, SAP, and the Omidyar Network.  

For more information about Socialtext, visit http://www.socialtext.com or call 1-877-GET-WIKI.  

Socialtext also offers a free, 14-day trial of Socialtext wikis; sign-up at http://www.socialtext.com/trial/1. 


