
 

 

KCS  and  the  Future  of Support 
Consortium Briefing for Executives 

 

We hear a lot about how Support organizations are in the midst of a digital transformation. 

However, leveraging digital capabilities is a means to an end. The transformation we are seeing 

is a shift in focus from transactions to value creation.  This moves the support process and 

measures from a one-to-one (cases/incidents) to a many-to-many (value) proposition.  

 

Knowledge is the key to creating a highly leveraged support process, and is indeed at the heart of 

customer support and engagement.  

 

Attend this half day briefing for a big-picture look at the future of support, and learn how 

Knowledge-Centered Service (KCS®
) is the key enabler to improving customer productivity and 

success.  

 

Agenda  

8:45 for 

9:00 start 

● Welcome and introductions 

● Customer engagement model: looking at support from the customer’s point of 

view 

● The big shift: transforming the organization from a focus on transactions to a 

focus on value creation  

● KCS: the Great Enabler 

10:30 Break 

10:45 ● Intelligent Swarming: a better way to align people and work 

● Predictive Customer Engagement:  improving customer productivity and 

success 

● Summary: support as a network. The hierarchy has outlived its usefulness as 

an organizational structure; a network structure is far more agile and 

efficient.  

12:30 Adjourn 

 

 

About the Speaker:  Greg Oxton is the Executive Director of the Consortium for Service Innovation, which owns and 

continues to develop the KCS methodology.  Through his work with the Consortium members in both iterating on 

and adopting the methodology, Greg has developed rich insights about Knowledge-Centered Service.  

 

Greg’s specialty is customer service strategy and organizational development.  In his 16 years at IBM, Greg held 

management positions in customer-service operations, planning, and support strategy development. Greg 

managed a major worldwide support reengineering effort at Tandem Computers and then became the Director of 

Global Support Planning for Tandem. Prior to joining the Consortium in July of 1996, he held the position of Sr. 

Director of Business Development at N.E.T.  In 2013, Greg was awarded the Ron Muns Lifetime Achievement 

Award for his leadership and contributions to the service and support industry. 
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