Trainer Verification Program

Intent of the program:
KCS (Knowledge-Centered Support) is gaining in popularity and credibility. As the market
demand grows so does the variation in how people define KCS, which in turn threatens the
credibility of the methodology. The KCS Trainer Verification Program is an attempt to support
the growing rate of adoption and maintain consistency in the definition of the KCS practices.
Additionally, we see mutual benefit in supporting the success of those who offer legitimate KCS
training and services.

KCS Verified for Trainers is for individual trainers who meet the KCS Verified for Trainers criteria.

What being “KCS Verified v4” means:

KCS is gaining market recognition and we believe that being “KCS Verified v4” as a KCS trainer
has market value. Once Trainers get Verified on the Foundations Workshop then they can add

one or all of the other KCS workshops offered in the KCS =

Verified Program. As a Verified trainer you have the right to use SM
the “KCS Verified v4” logo on your marketing materials and web ' KCS @
site in conjunction with the workshop you have been verified Veriﬁed

and licensed to deliver. As long as you maintain your KCS
Verified status you will have a license to use the latest workshop materials.

The Consortium will maintain a web page that list KCS Verified Trainers with links to information
about the Trainer and their schedule of training events.

Assumptions:

Applicants for the Verified program are expected to meet the following pre-requisites:

e An experienced trainer; know how to teach/facilitate

e Have experience in customer support and be familiar with current, processes, structures,
management practices and metrics

e Have experience with knowledge management in customer support organizations

Process to get KCS Verified v4:
1. Attend a KCS Foundations or Design workshop
2. Pass the KCS Principles Certification exam at the “mastery level” (HDI’s web site)

3. Organize and co-teach a KCS Foundations or Design workshop with a Consortium staff
member (this can be a revenue generating event at a client site or a public workshop,
trainer keeps revenue less expenses and the Consortium fee)

a. Assessment of the training experience; understanding of the KCS practices,
ability to articulate the KCS practices with examples, ability to handle
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objections, ability debrief the workshop exercises and draw out the key learning

points.
4. Pass the KCS trainers exam administered by the Consortium
5. Sign and abide by the “KCS Workshop Agreement”
6. Steps 1 and 3 are required to add additional workshops to Verified list
7. Annual renewal — to retain the KCS Verified v4 rights you must teach a minimum of 3
KCS workshops a year or be actively participating in the Consortium’s KCS activities as a
member. Membership in the Consortium is not required but strongly recommended, we
will offer an individual membership for trainers (for more information about this please
contact Greg Oxton, see contact information below).
Costs:
Activity Non-member Consortium Member
Attend KCS Foundations workshop Current market price* Current market price*
KCS Principles Certification, master $225 $225
level (%80) (HDI)
Consortium fee for co-teaching KCS $7500 $5500

Foundation workshop (this should be
revenue generating event, net income
is retained by the workshop sponsor)

Pass the KCS Trainers exam $1200 $600
Annual renewal $1200 $600
Royalties for Workshops delivered See Schedule “A” of the License Agreement for fees

Review and approve your workshop as Cost will be determined on a case by case basis
being KCS Verified

KCS Workshops Available:

1. “KCS Foundations Workshop” (3 days) and/or “KCS Design Session” (3-4 days)
a. Instructor Reference Materials:
i. “Instructor’s Guide KCS Foundation Workshop” (Word)
b. Display Materials:
i. “KCS Foundations Workshop slide deck” (PowerPoint)
c. Handouts:
i. “KCS Foundations Workshop Handout” (PowerPoint)
ii. “KCS Foundations Exercise Worksheets” (PowerPoint)
iii. “KCS Performance Measurement Scenarios” (Excel)
iv. “Communications Exercise” (Word)
d. Royalty: $100 (USD) for each individual registered or attending this Workshop
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2. “Introduction to KCS” (1/2 — 1 day)
a. Instructor Reference Materials:
i. “Instructor’s Guide Introduction to KCS” (Word)
b. Display Materials:
i. “Introduction to KCS slide deck” (PowerPoint)
¢. Handouts:
i. “Introduction to KCS Handout” (PowerPoint)
d. Royalty: $35 (USD) for each individual registered or attending this Workshop

3. Management workshop for KCS (3 days)
a. Instructor Reference Materials:
i. “Instructor’s Guide: Management Workshop for KCS” (Word)
b. Display Materials:
i. “Management Workshop for KCS slide deck” (PowerPoint)
¢. Handouts:
i. “Management Workshop Handout” (PowerPoint)
ii. “Management Workshop Exercise Worksheets” (PowerPoint)
iii. “KCS Measurement Scenarios” (Excel)
d. Royalty: $150 (USD) for each individual registered or attending this Workshop

4. KCS Coach Development Workshop (2 days)
a. Instructor Reference Materials:
i. Exercise set up and debrief notes (Word)
b. Handouts:
i. KCS Coach Workbook (Word)
c. Royalty: $100 (USD) for each individual registered or attending this Workshop

5. Knowledge Domain Expert Workshop (2 days)
a. Instructor Reference Materials:
i. Exercise set up and debrief notes (word)
b. Handouts:
i. Knowledge Domain Expert Workbook (Word)
c. Royalty: $70 (USD) for each individual registered or attending this Workshop
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Reference material:
KCS Trainers should be intimately familiar with the following:

Publication Source

KCS Practices Guide Consortium web site
KCS Overview Consortium web site
Measurement Matters — KCS benefits paper Consortium web site
Demand Based View of Support (Funnel and the cloud Consortium web site
model)

KCS Case studies and resources Consortium web site
KCS Principles Certification Standard HDI

“One More Time; how do we motivate employees” by Harvard Business Review or
Frederick Herzberg Amazon

“The Knowledge Creating Company” by Nonaka and Amazon

Takeuchi (chapters 1-3)

“The Balanced Scorecard " by Robert S. Kaplan and Amazon

David P. Norton

“Transforming Performance Measurement " by 0O Amazon

Dean Spitzer

Other interesting and supportive publications Amazon

“The Future of Knowledge " by Verna Al

“The Support Economy " by Zuboff and

“The Dance of Change by Pe t_e r Si ngf¢ Wikipedia
Edwar d De i¥pn gciples for quality
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http://www.serviceinnovation.org/included/docs/kcs_practicesguide.pdf
http://www.serviceinnovation.org/our_work/knowledge_centered_support/verified_products.php
http://www.serviceinnovation.org/included/docs/kcs_overview.pdf
http://www.serviceinnovation.org/our_work/knowledge_centered_support/verified_products.php
http://www.serviceinnovation.org/included/docs/kcs_benefitsandmeasures.pdf
http://www.serviceinnovation.org/our_work/knowledge_centered_support/verified_products.php
http://www.serviceinnovation.org/included/docs/kcs_fttcpaper.pdf
http://www.serviceinnovation.org/our_work/knowledge_centered_support/verified_products.php
http://www.serviceinnovation.org/included/docs/kcs_verified_v4_knowledge-centered_support_principles_certification.pdf
http://hbr.harvardbusiness.org/2003/01/one-more-time/ar/1
http://www.amazon.com/One-More-Time-Motivate-Employees/dp/1422125998/ref=sr_1_1?ie=UTF8&s=books&qid=1241110426&sr=1-1
http://www.amazon.com/Knowledge-Creating-Company-Japanese-Companies-Innovation/dp/0195092694/ref=sr_1_1?ie=UTF8&s=books&qid=1241107832&sr=8-1
http://www.amazon.com/exec/obidos/ASIN/0875846513/customersupportc
http://www.amazon.com/Transforming-Performance-Measurement-Rethinking-Organizational/dp/0814408915
http://www.amazon.com/Future-Knowledge-Increasing-Prosperity-Networks/dp/0750675918
http://www.amazon.com/Support-Economy-Corporations-Individuals-Capitalism/dp/0670887366
http://www.amazon.com/Dance-Change-Challenges-Sustaining-Organizations/dp/0385493223
http://en.wikipedia.org/wiki/W._Edwards_Deming#Dr._W._Edward_Deming.27s_14_points
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For more information, questions or comments please contact:

Greg Oxton

Executive Director

Consortium for Service Innovation
+1.650.596.0772
goxton@serviceinnovation.org
www.serviceinnovation.org
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