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Knowledge Base Quick Access 
Recommendations
Agents can now find the three most relevant articles at any time in the Quick Access section, located in 
the knowledge panel. Our models use the conversation context to retrieve the three most relevant 
articles in the Quick Access section, saving browsing and search time agents would have spent in order 
to find the right solution. 
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Quick Access
This section is opened by default when agents click on the knowledge base icon at the right rail. 
Here, agents will find:

(1) Contextual suggestions
(2) Favorite articles
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1. Warm up
At the very beginning of the chat agents won’t see 
suggestions. As soon as enough content is gathered, 
suggestions will start appearing.

3. Refresh
Fresh sets of articles will automatically replace the ones 
being displayed as the conversation evolves and 
relevance of articles changes.

2. Suggestions
The most relevant articles (based on the conversation) 
will fill the three slots.

How it works


