The following are actual examples of vendor answers taken from the comprehensive side by side comparisons included
throughout the Report:

Figure 9: Search

KMS Lighthouse

Knowmax

livepro

NiCE

What types of search does your KM support (context-aware proactive search, federated search, natural language search, etc.)?

Shelf

KMS Lighthouse supports a

range of search types, including:

e FAQ Search: Retrieves
frequently asked
guestions and
structured answers.

e Context-Aware
Proactive Search:
Proactively suggests
relevant content based
on the context of the
user’s interaction, such
as ongoing customer
service cases.

e Keyword Search:
Traditional keyword-
based search for
retrieving content
matching specific
terms.

e Natural Language
Search: Allows users to
input queries in
everyday language,
retrieving the most
relevant results based
on semantic
understanding.

Context-aware search is
available when integrated with
an external application like a
CRM/ERP/ CCaas, etc. Natural
language search is supported for
content already within
Knowmax or federated content.

Keyword search, natural
language + Vector search, and
combined natural language and
keyword search. livepro search
can be conducted in over 100
languages. To ensure the
integrity of the answers, livepro
only allows searches of systems
with a robust governance and
permissions framework.

Expert supports several search
types, including natural
language search, full text
search, hit highlighting, faceted
search, federated search, and
proactive search. Proactive
search is enabled through
integrations with third-party
systems, presenting relevant
knowledge articles based on
case titles or details in CRM
systems, and can display articles
based on context in voice or
chat self-service interactions.
The search algorithm considers
user patterns from factors like
number of views, publication
date, and article rating to rank
content relevance.

Pinpoint Search, Keyword
Search, Natural Language
Search, Exact Phrase Match,
Federated Search, Semantic
Federated Search, faceted
search by file type, content
type, collection, language,
dates, tags, and categories.
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Figure 9: Search

KMS Lighthouse

e Autocomplete Vector
Search: Utilizes vector
embeddings to
perform semantic
searches, finding
content based on
contextual similarity
rather than exact
keyword matches.

Knowmax

livepro

NiCE

Shelf

Source: DMG Consulting LLC, December 2026

Figure 10: Customer-Facing Applications

KMS Lighthouse

Knowmax

livepro

Can KM content be embedded into customer-facing portals, mobile apps, or third-party platforms?

The customer-facing KMS
Lighthouse Help Centeris a
dedicated portal that was
specifically built with a
mobile-first mentality,
applying best practices to
optimize the user experience
on mobile devices. The
interface is fully responsive,
ensuring smooth navigation,
quick access to knowledge
content, and an intuitive user
experience across different
screen sizes.

Organizations could choose to
leverage the KMS Lighthouse
Public API Library to consume
or share content in external
systems or mobile
applications.

Yes. Many out-of-the-box
integrations are available with
platforms like Genesys,
Talkdesk, Zendesk, Freshdesk,
Salesforce, SAP, etc. Knowmax
has channel-based APIs and
SDKs, allowing simple and
granular content to be
embedded within any third-
party platform.

livepro has been designed to
deliver the answer to any
interface. Clients currently
deliver search and answers via
their website, chat bots, Agent
Assist bots, Mobile Apps, and
Voice Al Agents. livepro is
committed to building an
integration to any customer-
facing portals clients prefer —
at no cost.

Yes, with APIs or low-code
Touchpoints.

Shelf enables organizations to
embed and distribute
knowledge content across
customer-facing portals,
mobile apps, and third-party
platforms. Using the Self-
Service Portal and Portal
Configurator, teams can build
branded external knowledge
portals with configurable
access and publishing
controls. Public Share and the
Public View APl enable secure
embedding of content via links
or widgets without requiring
authentication. Shelf also
offers integrations and
connectors for platforms such
as Salesforce, Helpluice,
Five9, Kustomer, and CXone,
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Figure 10: Customer-Facing Applications

KMS Lighthouse
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NiCE

Shelf
allowing knowledge to surface
directly within external
systems. Additionally, the
Integrations module and APls
support embedding Shelf
content in mobile and custom
applications for seamless
knowledge delivery across
channels.

Source: DMG Consulting LLC, December 2026

Figure 11: Agent/Employee-Facing Applications
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livepro

NiCE
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Please describe how agents/employees use your KM platform to access the information needed to perform their job.

Agents and employees use KMS
Lighthouse to access
information through an Al-
enhanced search functionality
that supports natural language
queries, predictive text, and
autocomplete suggestions. The
system’s GetAnswer technology
provides relevant answers
directly on the search results
page without navigating
through multiple documents.
Agents can also use decision
trees, called "Scenarios," to
guide them through each step
of specific processes or
customer interactions.

Agents and employees can
quickly access information
through intelligent search,
contextual recommendations,
and guided workflows such as
decision trees and picture
guides. Content is delivered
based on employee role and
task, ensuring they get the right
information at the right time to
resolve queries and complete
processes efficiently.

Via search, hyperlinks, the
homepage, favorites,
announcements, livepro’s Agent
Assist application, and
integrations with various third-
party solutions.

Agents access the system
directly or via integration.
Information can be proactively
supplied by listening to the
conversation or triggered by
defined fields. Agents can share
a URL for direct customer
access, receive a GenAl
summary for sharing, or
communicate in their own
manner while the system keeps
a record of the actions taken. In
certain cases, agents can be
guided through a series of
questions and steps to a defined
outcome.

They can directly search content
using built-in search capabilities
or utilize the Search Copilot
which enables them to interact
with content through a
conversational Al interface.
Shelf's Agent Assist product,
also known as Answer Assist,
provides real-time agent
support and information.

Source: DMG Consulting LLC, December 2026
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