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Service Experience Management

Integration Framework

SEM Integration Benefits
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Services Oriented
Architecture makes
integration a one-time
effort, ending costly
and slow point-to-
point integrations

Consumes standard
WSDL'd web services

Multiple methods of
integration enable
leveraging of most
existing and legacy
applications

Provides a friendly
interface to business
users for Form and
Screen design

Expose KANA
Experience flows as
web services for
consumption in 3rd
party applications.

Gain the Flexibility Your Service Organization Needs by Ending Point-
to-Point Integrations

In order to respond to the needs of the business, IT organizations are constantly asked to integrate
siloed business applications to enable efficiencies within the enterprise. Typically these
integrations occur in point-to-point fashion. As more and more applications are integrated, the
landscape becomes increasingly complex, applications become more fragile and easy to break, and
the cost of maintaining these integrations increases.

The backlog of work for most IT organizations is long, and the time and cost involved in integrating
systems means that only the most critical projects get completed. The end result is that many
important integration initiatives never get addressed, impacting customer experience and
profitability.

Easily Integrate Applications via Web Services

To eliminate the need for custom-coding to application-specific APIs, SEM leverages standard web
services. SEM then adds an SCA wrapper around the web service in order to expose it to the
design tools used by the business. Most of the wrapper interfaces are created visually and/or
automatically. This one time effort frees IT from the burden of constructing point to point
integrations. Once the interface is built, the web service or data is exposed within the SEM
designers, allowing the service manager to rapidly create the forms and experience flows needed
by the business. The right screens and information are presented to the agent or customer
according to the requirements of each specific customer interaction.

Experience Flow as a Service (EFaaS)

The Experience Flows (Service Processes) created in KANA SEM can be exposed as a web service
and can be executed via web service invocation. Any 3rd party application can pass input
parameters to KANA experience flow and call EFaaS allowing for re-usable complex business
decision to be encapsulated within an experience flow.

KANA SEM Architecture

With SEM, you can design, develop and deploy individual service processes and quickly release
them to the customer service environment via the Design-Orchestrate-Listen architecture. Key
customer service functionality can be rolled out incrementally to avoid a ‘boil the ocean’
implementation, which allows you to focus on rolling out the most important service experiences
in prioritized order.
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Unified
Messaging

Integration Framework =3

Enterprise Supported Channels

Integration developers can use multiple options to
integrate the service processes with legacy systems,
IVR, CTI, email or applications regardless of vendor or
platform. SEM offers SOA based integration that allows
agility and reusability of IT assets.
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fact, both data and knowledge are simply business objects that can be presented dynamically for each customer
interaction, whether the data is managed within SEM, within the enterprise, or within the extended enterprise such as the

Internet or the Cloud.
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