


Implementing a knowledge management strategy with the right supporting technology has
been successful for ING Australia. Internal and independent research into the project
confirms the key results of higher customer satisfaction, increased centre efficiency, reduced
key cost categories and additional flow on benefits to the business.

SCOPING THE REQUIREMENTS

ING Australia sought a way to harness the knowledge of individual experts to create a highly
accessible central intelligence repository for the benefit of all staff.

In order to create the knowledge bank, ING Australia needed a system to deliver reference
material and business process based information to staff. Ideally, it would provide a 360-
degree view of how information provided on screen was being utilized, with immediate
notifications to management if actions taken by agents identified any need for additional
training and coaching.

Product offerings in the financial services sector change very rapidly so ING Australia also
needed a solution that accommodated for on the fly changes, updates and improvements
to available resources.

This meant being sure on-screen instructions would automatically update, eliminating
references to old materials and creating changes to service scenarios as soon as new
information about a product or service was entered into the system.

An easy to use, intuitive user interface providing logical step-by-step processes and easy to
follow work instructions was essential. Powerful search facilities to provide fast and accurate
access to the right reference materials were also a key requirement.

Finally and critically, ING Australia needed a system that would provide an audit trail of
information provided by the business to staff and out in to the market. This technology would
help the company achieve performance management, industry compliance and training
objectives.

KnowING THE SOLUTION

An audit of existing systems and procedures was undertaken with the assistance of specialist
consultancy, IMC Communications to ensure the solution adopted would meet key
requirements, resolve business challenges and deliver a return on investment.

After conducting a challenge audit, IMC ran a series of workshops and one-on-one
interviews with team members before tabling LivePro Knowledge Delivery System (LivePro
KDS), an Australian owned and developed product developed specifically to suit contact
centres.

After seeing the software live in action at an existing contact centre, the ING Australia
service team management felt the benefits were apparent and were satisfied LivePro KDS
met the stated requirements. IMC Communications was contracted roll the system into the
centre and have it operational within a 12-week window.



Engaging a core team of staff on the project helped to promote a feeling of ownership of
the new system and ensured agents were represented throughout the implementation
period. The same team was responsible for instilling data management disciplines and assist
centre management with promoting high adoption and compliant practice from all system
users.

IMC Communications guided the implementation strategy using their previously collated
research. This identified the information needed to manage the vast percentage of calls
and critical to the majority of staff. Using just two people, this data loaded to the system
and delivering live to agents within 8 weeks, with the balance of information being
uploaded daily.

From the outset, ING Australia contact centre staff made great use of system reporting
functions, ensuring management was able to review what information was being accessed,
by whom and how often.

A unique feedback function helped to highlight important training requirements by putting
the spotlight on user adoption issues and providing intelligence about the nature and needs
of callers into the rest of the business.

This proved a valuable resource during the implementation process. Input from agents was
put to great use in improving the system, actively demonstrating the power of collaboration
and the immediate benefits it creates for everyone.

Ownership is an important part of acceptance and adoption for any new technology in a
business environment. The IMC review helped encourage staff to identify their challenges
and in turn, the staff received a system that responded directly to those needs. The
feedback function actively empowered the entire team to engage in the process of getting
it right and as a final indication of ownership, a competition was held to choose a system
name, unique to the ING Australia service team.

KnowING is now the central intelligence repository for ING Australia service professionals.
Not only does the name indicate how much the agents know about their products and
service, it also represents the important role every agent plays in helping their customers to
know all about ING offerings.

OUTCOMES AND BENEFITS

Tina Dougherty is the award winning industry manager who heads up the National Customer
Service Centre for ING Australia and is an award winning industry manager. Recognized by
the Australian Teleservices Association in 2006 as the NSW Call Centre Manager of the Year,
she believes Knowledge Management is a must have for service-centric environments.

“The functionality of the LivePro system drives excellent discipline and management
processes in the operation of the contact centre. Now we have implemented it, I see
knowledge management as mandatory for any contact centre,” confirms Tina.

Also of particular benefit is the feedback feature used during the implementation process
because it successfully established a constant improvement process that continues today.
Day to day observations, comments and recommendations from staff provide management





About ING Australia
ING Australia Limited is one of Australia’s leading fund managers, life insurers and
Superannuation providers with over $30 billion in assets under management. ING
Australia is a joint venture between the global ING Group, which owns 51%, and one of
Australia’s major banks, ANZ, which owns 49%.

The national contact centre for ING Australia supports all ING and ANZ insurance and
superannuation customers.

About the LivePro Knowledge Delivery System
The LivePro Knowledge Delivery System focuses on rapidly delivering reference material and
business process based information to staff. Using customer contact scenario mapping
techniques, personnel have access to knowledge in logical step-by-step processes
providing them with easy to follow work instructions.

The solution is ideal for Call Centres and other process driven organisations with the need to
define, maintain and rapidly deliver constantly changing information on an active basis and
in a consistent way to all personnel.

LivePro is ideal for incorporating training programs that simulate the real work situation.
The interface is designed to educate the inquirer as they progress through a document or
process flow. It is particularly powerful as a tool to acquaint new staff of the existing
knowledge within the company as well as updating existing personnel on new information.

For more information about LivePro visit www.livepro.com.au or for the LivePro solution
provider IMC Communications www.imc.net.au/contactus; or contact Matt Dixon on
61 2 9006 8203.


