FastInfo at UNM


Introducing FastInfo

FastInfo is an enterprise-level knowledge and problem management system. It is based on the eService product from RightNow Inc., a product that is now in use at over 80 schools and colleges throughout the U.S. The FastInfo service comprises the following:

· Searchable knowledge base

· Ask A Question (AAQ) for submission of problems through the web

· Live chat for instant access to consultants

· Redirection and monitoring of email requests for assistance

· Callback processing

Benefits

Single point of contact for end users

FastInfo is established as a single point of contact for faculty, staff, students, retirees, prospective students and employees to search for information about UNM and to ask questions of consultants.

The advanced heuristic search capabilities in FastInfo allow users to shape their search to cover either a broad range of answers, or a very specific question. The system improves it’s response over time as users access answers, or rate them as either useful or unhelpful.

The inclusion of multiple sets of knowledge in one searchable database provides for serendipitous learning and discovery for the end-user.The ability to subscribe to answers allows users to be informed automatically when knowledge changes.

Improved support workflows and management

By allowing users to also submit questions or contact support consultants from the same location, the user’s problem can be rapidly processed. And by providing a self-service tracking and reporting system, users are not left wondering what is happening with their question.

Integration with existing systems

For a department, the centralization of information and support services enhances their existing support structure without replacing it. The component structure allows departments to deploy as much or as little of the system as needed. The business rules engine provides an efficient way to manage department queries according to the department’s rules and criteria, rather than forcing all departments to work in the same way.

Enhanced web site functionality
By replacing FAQ links on static web pages with links to FastInfo knowledge articles, departments can continue to design their department web site to suit their constituency and local applications, while maintaining a consistent message to the end user.

Private knowledge areas

The provision of internal, or private knowledge areas allows the department to build comprehensive support for their own personnel and processes into the same system.

See http://hdesk.unm.edu/fiagent for more information about FastInfo
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