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20 Most Promising Knowledge Management Solution Providers 2016

W

ith the changing work culture and huge
inflow of data, Knowledge Management
(KM) has evolved as a crucial factor for
success of businesses. Organizations are
now harnessing KM solutions to capture, develop, and share
knowledge, build a high performing team, and enhance the
overall organizational productivity. From enabling better
decision-making capabilities to bringing in learning culture
and innovation, KM is acting as a catalyst in enhancing
business processes.
The technological advancement in this landscape—
including social media and mobile technology has taken the
KM experience to a different level. These technologies are
rapidly emerging as intelligent agents to search, summarize,
conceptualize and recognize patterns of information and
knowledge enabling organizations to promote products,
services and connect to a broader set of audience. For a
secure knowledge management experience, organizations are
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now opting for private knowledge server. Knowledge Portal
Interface, the key component of a private knowledge server,
is designed around a knowledge asset schema as a gateway
to user access, security and applications. These servers can
also act as knowledge banks and enhance the file transferring
protocol even if the file is a video or audio.
In the last few months, we have analyzed hundreds of
Knowledge Management technology solution providers
and shortlisted the companies that are at the forefront of
tackling challenges in the Knowledge Management arena. A
distinguished panel comprising of CEOs, CIOs and analysts
including CIO Review’s editorial board has selected the final
list of 20 Most Promising Knowledge Management Solution
Providers 2016.
The listing provides a look into how solutions for
Knowledge Management sector are put into use, so that you
can gain a comprehensive understanding of solutions which are
right for you and how they can help you optimize the business.
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I

ncreasing
standardization
of
processes,
implementation
of
self-service functionalities and
equipping an organization’s service
staff with optimized, active knowledge
bases, have become tried-and-tested
means for comprehensive and effective
support. It is no longer sufficient to
offer knowledge and support only
for IT infrastructure, as specialized
modern-day applications have to be
well supported too. This invites greater
complexities, more overall co-ordination
tasks and improvisation in the expertise
of the service staff. “Today, possessing
a professional knowledge management
tool combined with a self-service
solution is vital for fast and easy access
to
relevant
information—through
various channels and in a very targeted
and efficient fashion,” begins Sven Kolb,
Managing Director KCenter, Division of
USU AG. “Our knowledge management
and self-service solutions actively give
employees, users, and customers the
knowledge they require in their specific
business processes.”
Specific
to
the
knowledge
management
industry,
USU
has
developed a wide range of products,
which includes Knowledge Center,
Knowledge First, Smart Link and
Knowledge Scout. Knowledge Center
controls ACTIVE knowledge objects that
are offered as ‘snippets of knowledge’ to
follow the needs at hand and in exactly
the right situation. The company’s active
knowledge base ensures that the right
answers are supplied for all specific
questions and avoids problems having to
be passed on to other staff or the need
for callbacks. Furthermore, the presence
of innovative functionalities reduces
the total number of documents up to 70
percent and enhances productivity up to
50 percent.

In order to establish a smart
connection between IT end users and
support teams, USU has created its selfservice software—Smart Link, which
works in collaboration with Knowledge
Center. “Smart Link is present in your
taskbar and mobile phones. Users ask
their question and, suitable answers
for FAQs or helpful documents in the
knowledge base are proposed while
clients are entering their search,” says
Kolb. If an answer is not found, users can
immediately create a ticket or request a
chat with the IT support staff. With the
alerting functionality of Smart Link,
notifications e.g. about disruptions can
be sent automatically to users, or just to a
specific user group or business unit. This
enables the IT support staff to slash the
number of IT tickets effectively by up to
20 percent.

Our knowledge
management and selfservice solutions actively
provide employees,
users, and customers
the knowledge they
require in their specific
business processes
“One of our clients, SIG Combibloc,
a supplier of carton packaging and
filling machines for beverages and food,
uses Smart Link to enhance customer
satisfaction and cost-efficiency in IT
self-service,” explains Kolb. More than
50 percent of SIG’s global requests
are now solved by Smart Link, and
unnecessary calls to the service desk are
avoided thanks to the push notification

Sven Kolb
feature. “By rolling out self-service
at our IT organization, we focus on
generating benefits for our users and
also for us as the operator. We intend
to enhance and expand this important
communication channel in the coming
months,” says Achim Dilsen, Deputy
Head of the Global User Service, SIG
Combibloc Group.
As a provider of IT and knowledge
management software, USU KCenter
is very well positioned to meet the
challenges of increasing digitization and
multi channel interaction. The company
is now pushing forward in new markets,
such as North America, where its affiliate
company—Aspera is already operating
very successfully with SAM solutions
and services. “With our combination of
advanced technologies and integrated
services, market leaders in all sectors of
the international economy will benefit
in future from our modern applications
to create transparency, become more
agile, save costs, and reduce risks,”
concludes Kolb.
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