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Agenda 

Time Topic Description 

9:00 Welcome and Benefits of 

KCS 

Welcome and introductions.  KCS as the enabler for maximizing 

customer value.  Arnfinn Austefjord, KCS Academy 

9:45 KCS in Action with Coveo Conducting a thorough opportunity assessment is foundational to the 

success of your KCS and change management program.  Judith 

Cardinal, Coveo & Libby Healy, Tyler Technologies 

 10:15 Break  

 10:30 Planning for Self-Service 

Adoption and Success at 

athenahealth 

Building a self-service strategy using behavior research and analysis, a 

roadmap of technology improvements, comprehensive metrics, and a 

change management strategy.  Adam Mullen, athenahealth, Inc. 

11:15 KCS in Action with 

Acrolinx 

Using Acrolinx to automate, accelerate and scale your KCS initiative.  

Jason O’Donnell from a Fortune 100 Company & Olivia Voils, Acrolinx 

11:45 Lunch  

1:00 KCS Success with 

Salesforce 

 

Tips for KCS success with Salesforce, including how to integrate 

knowledge into every channel, improve capturing feedback, and ways to 

edit in the workflow.   Jenée Winter & Anna Knoll, Salesforce 

1:30 KCS in Action at Waters 

with MindTouch 

A summary of the KCS journey at Waters Corp, including challenges 

with Field Service and their current KDE hybrid. Bonnie Chase, 

MindTouch & Marc Noble, Waters Corp 

2:00 Break  

2:15  KCS Roundtables  Options for small group conversations including generating buy-in for 

KCS, measuring KCS success, and keeping momentum within a KCS 

implementation. 

3:45 KCS Roundtables Readout Takeaways from Roundtable Conversations 

4:00 Next-Level Engagement 

with Intelligent 

Swarming™ 

 

Complex environments reap the benefits of KCS; Intelligent Swarming 

is the next step.  This organizational model dramatically improves 

employee engagement, customer experience, and speed to resolution.  

Matt Seaman, Consortium for Service Innovation 

4:30 The KCS Community, 

Resources & Certification 

How to get involved, and resources available to support you on the KCS 

journey. Matt Seaman, Consortium for Service Innovation 

4:45- 

6:00 

Cocktail reception The conversation continues. 

 

6:00- 

8:00 

After Hours Party hosted 

by Coveo 

Scholars American Bistro and Cocktail Lounge 

25 School St, Boston  (Two-minute walk from Convene) 

 

 

www.thekcsacademy.net 

 

http://www.thekcsacademy.net/
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Thank you to our sponsors: 

 

 

Acrolinx is an AI-powered platform that eliminates content chaos and delivers strategy-aligned 

content at scale. It captures the way your enterprise communicates, aligns your content with your 

guidelines, shortens your editorial process with automation, and analyzes the performance of your 

entire content operation. 

 

Coveo personalizes every digital experience for customers, partners, dealers, and employees. Coveo 

combines unified search, analytics and machine learning to deliver relevant information and 

recommendations across every business interaction, making websites, ecommerce, contact centers 

and intranets effortless and efficient. With more than 55 KCS certified Coveo employees, the Coveo for 

Salesforce solution is recognized as a KCS v6 Aligned product by the KCS Academy. 

 

MindTouch is knowledge management software that enables support teams to dynamically capture 

and deliver content across all channels. Intelligent content delivery through MindTouch helps global 

companies fuel their self-service support, resulting in increased agent productivity, enhanced 

operational efficiency, and improved customer experience. MindTouch is a KCS v6 Verified tool and 

offers training by our KCS Academy Certified Trainers. 

 

Salesforce Service Cloud is the world's leading platform delivering intelligent customer service at 

scale.  Built on the Salesforce platform, Service Cloud empowers companies to connect every 

department in their organization to the customer service experience with native automation and AI 

solutions.  Engage with customers on any channel - from portals, communities, social, chat, 

messaging and easily embed support into any existing mobile app or website. Service Cloud 

empowers agents with a 360-degree customer view in a single console workspace complete with 

routing, centralized knowledge, analytics, automation and artificial intelligence that's easy to 

customize and scales for growth. 

 

ServiceNow Customer Service Management helps increase customer satisfaction while reducing 

costs. Offer customers an effortless service experience with a personalized customer service portal 

and self-service options powered by virtual agents, knowledge management, online communities, and 

automated solutions. Improve agents efficiency with streamlined processes designed to help them 

provide solutions faster. Deliver service as a team sport by connecting customer service to other 

departments with workflow, holding teams accountable to deliver permanent solutions. Move from 

reactive to proactive service by identifying issues early through monitoring IoT devices and the use of 

analytics, then notify customers of solutions before they encounter issues. 

 

RightAnswers improves customer service and IT support through knowledge management software 

and self-service portals that are KCS v6 Verified. It enables you to provide the right answers to the 

right people at the right time through a centralized knowledge repository that powers all your support 

channels. More than 70 KCS processes are built into RightAnswers products and workflows. KCS 

training and certification is available from RightAnswers through their Certified Trainers authorized 

by the KCS Academy. RightAnswers educates clients on KCS best practices through its 

complimentary Customer Success program. 

 

The Consortium for Service Innovation is a non-profit alliance of service and support organizations 

focused on innovation around customer engagement, productivity, and success.  Members create and 

maintain innovative operational models - including KCS! - through a process of collective thinking 

and experience. The Consortium’s work integrates academic research and emerging business trends 

with members’ operational perspectives. The results are new strategies and models that improve the 

customer experience.  The KCS Academy is a wholly-owned subsidiary of the Consortium. 
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