Good experiences. On brand. On budget.

Service Experience Management
Service Experience

Orchestrator

SEM Service Experience
Orchestrator Advantages

M Powerful standards

based process server

SOA platform to
integrate and leverage
enterprise legacy
systems

Easy one click
deployment of
applications

Enables rapid
implementation of
service experiences
with a comprehensive
set of out of the box
components.

Provides a
recognizable visual
interface and drag-
and-drop tools that
simplify development
of complex service
processes.

Enterprise Class Service Experience Applications Ensuring High
Availability, High Performance and High Scalability

The Service Orchestrator enables automated business processes to unfold across systems and data
in a complex environment. Uniquely, KANA SEM Orchestration assembles an infinitely varying set
of inputs from the key components in the service process to produce an optimum experience for
the active customer.

An Experience Flow™ is more than just a flowchart. It consists of a sequence of human and system
activities, participants, data, rules and Ul. Once a manager designs an experience, the system
orchestrates the process within the context of the customer’s input. The SEM orchestration
engine makes sure that the service flow is processed in the right sequence, tasks are delivered to
the right people at the right time, the correct rules are invoked and the right systems are called at
to fetch or update information.

Smoothly scaling with spikes in the volume of users and activity, the SEM Orchestrator is built for
high performance in the high-speed environment characteristic of service organizations.

Experience Orchestration

KANA SEM allows you to create customer Experience Flows™ and agent workflows visually, by
specifying the order of human and system activities connected together in a model driven
architecture. The sequence of steps in the workflow determines the next activity in the process as
well as the owner of that activity. KANA’s high-performance process engine evaluates each step in
the workflow and determines the next step in the process. It can manage the high volume of
transaction in your customer service center. This process engine is based on open J2EE and web
services standards.

KANA SEM provides an extensive set of out-of-the-box customer service business objects. You can
use the predefined objects, such as customer, case, address, etc., or create your own. These
objects can persist internally or externally to SEM application. Business objects are rendered on
the user interface as determined by the experience flow.

Some steps in your workflow may require information from external systems, such as credit scores,
or may require outside systems to perform an activity, like sending an email. The SEM engine
connects seamlessly to external systems and orchestrates processes across systems to perform
such activities. Integration developers can use multiple options to integrate service processes with
legacy systems, IVR, CTI, email or applications, regardless of vendor or platform.
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Truth Tables are a powerful tool for applying business rules to

automated customer service processes and important component of i
orchestration. Truth Tables help meet the challenges of a fast-paced

business environment: Rules can be created, maintained and changed

independently of the process flow, bringing added agility to support I

processes and convenience to the task of designing individual Experience

Flows™.
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At runtime, the Orchestrator delivers the right task and right experience
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