AGENT DESK FEATURE RELEASE

Knowledge Base Search Enhancement

The new Knowledge Base search engine improves the relevance of the documents retrieved for a given
search while increasing the flexibility of queries.

Agents will no longer have to type an exact sequence of words in the search bar in order to obtain a
result. Instead, they will obtain relevant results even with incomplete words.

New search ranking criteria

Articles retrieved from agents’ searches depend on
the exact and partial matches between the query
and the title and content of the articles.
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B Error Message Signal Code Explanations
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A signal code is a code on a signal error message that identifies .
the potential cause and solution for a sigaal. Search results are ranked based on the weighted
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combination of the following criteria:

Exact matches in Title (highest weight)
Exact matches in Content

Partial matches in Title

Partial matches in Content (lowest weight)
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B - Unbundie Account Transfer Error
1 Transfer Toggle Hudson Promo > Error Cust Info tab Click Transfar
Toggle 2 Check Commitments Hudson Promo...

E *Configuration Error” in User Interface ..,

Are all sub-accounts uniformly autharized? Web Interface >
S m In the "Autho on” fiald, check f the donut

B Case Status

Refer to the li

low to find what error status should be used in
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B Equipment verification

Reler 1o the lists

used in different
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yw 10 find what equipment status should be
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E Transfer Payment

incorrect account due to a customer having previous account(s) or

making payments

B Configuration in User Interface ..
Are all sub-accounts uniformly authorized? Web Interface >
System In the "Authorzation” hield, check i the donut..
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