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CUSTOMER-FIRST 
KNOWLEDGE MANAGEMENT

The

Checklist

Are you delivering effortless self-service 
experiences on your customers’ terms? 
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Did you know that customer self-service has nearly overtaken 
human-assisted service?1 By 2020, some 85% of customers will 
choose customer self-service first.2 It’s not that self-service is 
anything new; it’s the quality of self-service experiences that has 
changed. And delivering self-service experiences how your customers 
want them relies on the focus of a company’s knowledge management 
strategy: are you company-first or customer-first?

THE DIFFERENCE BETWEEN COMPANY-FIRST 
AND CUSTOMER-FIRST

The Company-First Approach
It’s only natural that organizations tailor their knowledge management strategy 
around internal operations, metrics, and the bottom line. The jobs of knowledge 
workers and support agents often depend on it. As such, a company-first 
approach to knowledge management is typically focused on improving agent 
productivity—on how support content helps agents serve customers faster. 

But what about those customers that never make it to the contact center at 
all—customers that prefer to handle things themselves? Under a company-first 
approach, this “invisible mass” of people goes underserved, a critical error that 
actually undermines many company-first objectives.

The Customer-First Approach
A customer-first approach to knowledge management forces organizations to 
take the blinders off and bring customer service excellence to the customer, 
where and when they demand it. It’s guided by a simple principle: a company’s 
success depends on customer success. 

When organizations create and extend content the way customers want it, 
internal, company-first KPIs and objectives come along as a result. In the world 
of customer service, that means enabling and facilitating low-effort self-service 
experiences. Customers today would much rather do a quick Google search or ask 
Siri or Alexa, than make a call or send an email. A customer-first approach is built 
around delivering on these expectations.
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The CUSTOMER-FIRST KNOWLEDGE MANAGEMENT Checklist

Focus on low-effort self-service success by delivering 
content through channels that customers prefer, long before a 
contact center interaction becomes necessary.

Centralize content into a “single source of truth” that extends 
consistent, up-to-date knowledge to all self-service channels 
customers use, from within the product to the website and beyond.

Present content in the voice of the customer based on the 
issues they actually call in about, search for, and try to solve.

Allow customers to easily find content using Google by 
indexing content that’s structured, written, and published in a 
way that search engines love.

Optimize content for mobile experiences to make it easy for 
customers to find and engage with self-service on the mobile 
devices they use every day.

Provide 24/7 self-service support so that customers can self-
serve whenever they choose using whichever channel they prefer.

Bring additional value to the customer journey by linking to 
contextually related content. 

Personalize content experiences using conditional content 
and permissioning to only show customers content that’s 
relevant to their experience.



©2019 MINDTOUCH    |    ALL RIGHTS RESERVED

HEADQUARTERS
101 W Broadway, Ste 1500
San Diego, CA 92101
USA

----

WEB
mindtouch.com

SALES / SUPPORT
(619) 795-8459

ABOUT MINDTOUCH

MindTouch offers an enterprise-grade, AI-powered knowledge management platform that includes 
functionality for customer self-service, agent assistance and departmental knowledge for organizations 
of all sizes and industries. Focused on the customer experience, MindTouch is trusted by more than 340 
companies worldwide to deliver knowledge when it’s needed, where it’s needed and how it’s needed. 
The result is faster, more consistent and more personalized customer service, along with increased 
operational efficiencies. MindTouch was founded in 2005 and is headquartered in San Diego, California. 
www.mindtouch.com

How does your knowledge management strategy stack up? Read our MindTouch-sponsored 
whitepaper to learn how a next-gen knowledge management platform makes all the difference.

THE POWER OF
KNOWLEDGE MANAGEMENT

READ THE WHITEPAPER
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