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“By 2025, 100% of generative AI virtual customer 
assistant and virtual agent assistant projects that 
lack integration to modern knowledge 
management systems will fail to meet their 
customer experience and operational cost-
reduction goals.”

Market Guide For Customer Service Knowledge Management Systems 
10th June 2024

Gen AI alone won't solve all your problems
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Who we are

We are a profitable, public 
SaaS company with HQ in 
Sunnyvale, CA

We serve 200+ global 
enterprises from our 
offices in US, UK, Germany  
and India

We are the #1 AI 
Knowledge Platform for 
Customer Service

We help clients

reduce cost of service by

45%
improve NPS by

20+ points



What we offer

Knowledge 
Portals

Website

SharePoint              SAP CX•              CCaaS             •              INTRANET/Wiki             •            Website

Call Track

Virtual 
Assistant

Social

Chat

Apps

IVR to Chat

Email

SMS

Messaging

Knowledge Hub

Generative AI + Reasoning + Machine Learning + Analytics

Agent 
Assist

Cobrowse
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#1
Knowledge Management 
Digital Engagement 
Composable Architecture
——
Gartner Critical Capabilities Report on 
Customer Engagement, 2023

#1
Current Product Offering
——
Forrester New Wave Report on Digital-
first Customer Service

#1 AI 
Knowledge 
Platform

#1
Peer Insights
Customer Review

https://www.kmworld.com/Articles/News/News/2023-KM-PROMISE-AWARD-WINNER-eGain-161335.aspx


“Solid go-to solution 
for Knowledge 
Management.” 
$2B Software Provider

“Brings us closer to 
our goal of operational 
excellence.” 
$48B Insurance Carrier

“Powerful Knowledge 
Management application.” 
$6B Telco Provider

Gartner 
Peer Insights 

4.9/5
in last 12 months

When our customers succeed, we succeed

“Easy to work with, lots 
of options, and a great 
partner rather than just 
another vendor” 
$3B Utility Company
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eGain AI Knowledge integration with SAP CX v1
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eGain AI Knowledge integration with SAP CX v2



AssistGPT Transforms Content Creation
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Contacts every month

Retail stores

Subscribers

Premier mobile network in the UK
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37% improvement

2x faster

43% reduction

25 points improvement
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How we are solving itChallenge

European Energy Company Tools could not address 
evolving customer inquiries

Lack of trust in knowledge 
answers, hence poor use

Poor agent experience & CSAT

Worsening handle and hold 
times

5X 
Faster Knowledge Base 

build using AssistGPT 

6X
Reduction in “failure to 

find answer”

Gen AI powered 
process to create 
knowledge base 
starting with call 
transcripts

SME & Knowledge 
Consultants 
collaborated to 
deploy knowledge 
quickly and safely

Analytics for 
Knowledge usage 
and agent  
performance to 
optimize quality

Improved Agent 
Experience with 
easily accessible, 
relevant knowledge

Intelligent content 
authoring to boost 
findability and use

Contextualized 
Knowledge to 
deliver to agent  
needs in the 
moment of truth
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Slash knowledge build time and cost with eGain

Knowledge Hub 



Slide 17

De-risk your vendor selection process

▪ Guided innovation consumption model that is no-cost, safe, easy & risk-free

▪ Your use case, your data, our product, our cloud

▪ We do quick discovery & config, then you use the product. We guide as needed.

▪ At the end, you decide. Continue or quit

▪ Experience our product in a month

No Cost, No Risk, Guided Pilot

eGain Innovation in Thirty Days
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