What is the role of Expert In
Instant Answers

1. Overview

In Instant Answers, an Expert is the assigned channel owner responsible for managing unanswered
questions. This role allows a designated person to review questions escalated by users, respond to
them, and build the channel’s knowledge base over time.
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Suggested Questions -+

How can sellers use the Seller Scorecard
to optimize their business performance
on Walmart Marketplace, and what
metrics are important to monitor?

2. When to Use

e When users ask questions in Instant Answers but do not receive an automatic response
e When a channel requires a responsible owner to manage and resolve incoming questions
e When administrators want answers to be reviewed and controlled before being added to

the knowledge base

3. Concepts

Channel Expert
The Channel Expert is the user selected while creating an Instant Answers channel. The Expert



handles unanswered questions when users do not receive an instant answer.

Channel Manager
Once assigned, the Expert works as the channel manager and manages questions from the admin

page.

Unanswered Questions
These are questions asked by users that do not have an existing answer in the system or
knowledge base.

Question Escalation
When a user does not get an answer, they are shown an option to submit the question to the
expert. Selecting this option sends the question to the channel manager.

Knowledge Base

When the channel expert answers a question, that answer is stored in the knowledge base. The
system uses this stored answer to respond automatically if the same question is asked again.

4. Set Up Guide

1. Open the channel creation flow in Instant Answers.

https://help.bsharpcorp.com/books/instant-answers/page/how-to-set-up-instant-answers
2. Assign a user as the channel expert while creating the channel.

Channel Expert's [a-'SJ"

Search users ~

o\ Ecarch
Jacob Miller user.converse@bsharp.in

Andrew Felix admin.converse@bsharp.in

3. Save the channel configuration with the selected expert.

5. User View

When a user does not receive an answer in Instant Answers, they see an option to submit the
question to an expert. After submitting, the user does not need to take any further action and waits
for the expert’s response.


https://help.bsharpcorp.com/books/instant-answers/page/how-to-set-up-instant-answers
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Kay Solutions:

- Walmart Fulfiliment Services (WFS):

- Provides end-to-end fulfiiment with 2-day delivery across the U.5.

- Increases product visibility with *2-day shipping® and *Fulfilled by Walmart® tags
= Offers customer service, returns support, and item prep services

- Walmart Connect:

- Provides advertising solutions like Sponsored Search to increase product visbility
= Helps sellers reach millions of customers searching for similar products

- Offers pay-per-click model where sellers only pay when customers click ads

« Repricer Took
= Free automated pricing tool to help sellers stay competitive
- Allows setting pricing and of listings

« Listing Quality Dashboard:
- Provides Insights and tok ftem page
- Helps optimize product listings to drive conversion

« Pro Seller Badge:
- Recognizes top-performing sellers to bulld customer trust

By leveraging these solutions, Walmart Marketplace aims to help sellers increase visibility, streamiline

attract and drive sales growth on the platform.
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6. Best Practices
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How €8N sellers use the Seller Storecard
o eptimize their business performance
o Walmarn Marketplace, and what
metrics are iMportant 1o monitor?

What are the main steps in the
Wwalmart Marketplace seller onboarding
process, from registration to going live?

How should sellers prepane for key
seazonal events on Walmart.com, and
what are serme ifmportant dates to keep.
in mind for optimizing campaigns and
inventory?

e Assign a subject-matter expert who can regularly review incoming questions.

e Ensure the expert understands that answered questions are stored in the knowledge

base.

7. Related Links / FAQs

Q: What happens after an expert answers a question?

A: The answered question is recorded in the knowledge base and reused when the same question

is asked again.
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