TRIBAL KNOWLEDGE BASE

Turn your best community content
into an enterprise asset

“Telstra agents are now able to draw on the
huge wealth of knowledge captured. We’re
driving efficiency by being able to serve our
customers better and with less transfers as
agents have access to more information.”
-Richard Manley
Project Manager, Telstra Digital
Telstra

Quickly crowdsource knowledge to create easy-toconsume knowledge articles
Your customers have a lot they want to share. It may start with solutions to problems or
discussions about favorite products and services. But your customer enthusiasts can also
develop educational content for new users, refine ideas for new products and services,
and create articles about how to make the best use of products they’ve already bought.
With Tribal Knowledge Base (TKB), your customers have a powerful platform to crowdsource
their knowledge and ideas for everyone’s benefit.
Crowd-curated knowledge sharing and management allows customers and employees to
collectively write, edit and repurpose community content into knowledge articles faster
than internal teams can publish documentation and FAQs. Unlike conventional knowledge
bases designed to be written and maintained by a small number of people, TKB lets your

Customers achieve dramatic cost savings:

By using TKB alongside Gamification, Cisco
saved $54.2M in case deflection

Upon launch, TKB contributed to $3.6M
in operational savings and deflected over
66,000 live contacts (phone, email, web
chat and store visit)

customers share their expertise by writing or contributing to articles, ensuring content stays
fresh and improves over time. You retain control over what gets published to ensure the
quality of the knowledge base. By harnessing the power and speed of crowdsourced
content, you can dramatically reduce support costs, increase call deflection and improve
the operational efficiency of your customer care team.

How does it work?
Starting with an existing post on the community, a customer or employee can nominate it
to be turned into a knowledge article. From there, the user can edit the content and drag
and drop content from related posts using a built-in editing tool. Once the article is ready to
publish, an employee can review it, make revisions where necessary and approve the article.
Customers can easily propose revisions to existing articles if they see content that is out-ofdate, confusing or inaccurate. Users are also able to see the most viewed, kudoed or helpful
articles within the knowledge base and create an FAQ on your behalf. Additionally, TKB
content can be integrated with your CRM system and complements traditional knowledge
bases to provide more flexible content creation workflows that harnesses the power and
speed of crowdsourced content.

To learn more
For additional information about Tribal Knowledge Base or to request a demo, please contact
your Lithium Account Representative or visit lithium.com. lithium.com

Lithium builds trusted relationships between the world’s best brands and their customers, helping people get
answers and share their experiences. Customers in more than 34 countries rely on Lithium to help them connect,
engage, and understand their total community. Using that data and the company’s software, Lithium customers
boost sales, reduce service costs, spark innovation, and build long-term brand loyalty and advocacy. To find out how
Lithium can transform your business—and to share the experience enjoyed by 400 other leading brands around the
world, visit www.lithium.com, join our community at community.lithium.com, or follow us on Twitter @LithiumTech.
Lithium is a privately held company headquartered in San Francisco.

