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A strategic think tank pursuing innovative ways 
to improve engagement

Non-profit alliance of companies

Reimagining the way we work together



Consortium Members
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Organizing the Work 

Intelligent Swarming

Predictive Customer 
Engagement

Customer Engagement 
Initiative

Leadership in an 
Adaptive Organization

Centered                   Service
Knowledge

h3ps://library.serviceinnova;on.org/



• Innovative concepts to practical applicationsMember Summit

• Exchange practices or new ideas for addressing critical 
challengesWebinar

• Presentations on specific corporate implementations of 
Knowledge-Centered ServiceKCS Practitioner Webinar

• Two/Three day interactive working sessions focused on 
specific topics or exploration of a new ideaProgram Team Meeting

• Working groups that develop, iterate, test, and operationalize 
specific practicesWorking Teams
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• Review the work of the Consortium and the topics leaders 
want to talk about (sponsor & benefactor members)Leadership Committee

• Discuss industry trends from today and several years into the 
future (Nature of Work)Executive SummitEngage 

Industry 
Leaders

Member Engagement
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Self Service

Swarming
Inteligent Swarming 
Training, Planning, 
and Design

Self-Service, 
Communities, and 

Chatbot Design
and Improvement

Knowledge-Centered 
Service Training, 
Implementation, and 
Consulting



“Why don’t you 
just add some 

ChatGPT 
already?!



But…
What’s Your 
Use Case?



1. Provide use 
cases you can 

use to 
experiment

2. Hear insights 
from fellow 

experimenters



Overcoming 
Solve Loop 
Barriers:
Structured 
Text to Bullets



Turn this text into bullet points:
"Symptoms
Getting error as "Set failed" when registering the device for trap receiver

Environment
ExtremeCloud IQ-SIte Engine (XIQ-SE)
Running software version 21.9 or below
Fabric Engine
Running any supported software version
VSP Operating System Software (VOSS)

Cause
Script times out before completing trap registration from Site Engine

Resolution
Unregister trap registration on device and clean up switch (right click on device > …
Edit /usr/local/Extreme_Networks/NetSight/appdata/scripting/CLIRules.xmla) in order…

Additional Information
This is fixed in XIQ-SE 21.11.10" https://extreme-networks.my.site.com/ExtrArticleDetail?an=000102503





Overcoming 
Solve Loop 
Barriers:
Identifying 
Article
Types

VPN 3005 Doesn’t Connect
Symptoms
§ VPN tunnel down & will not come 

back up
§ VPN status light blinking orange
Applies To
§ LAN-to-LAN IPSec tunnel between 

VPN 3005 series and IOS 2600XM 
series

§ CISCO VPN 3005 (4.1.7g)
§ VPN Client behind the IOS 2600XM
Resolution
1. Disconnect VPN Client behind the 

IOS router
2. Place access list on the inside 

interface to deny
3. UDP over port 500 to same IP 

address set in peer statement
Cause
Configuration/usage error: cannot run 
VPN Client from behind IOS router 
across LAN-to-LAN tunnel
Additional Information
VPN configuration guide
JIRA: 9854
Internal Notes
§ Verify configuration detail before 

applying Fix

How To Upgrade from Froyo 
to Gingerbread on a G2

Objective
§ Upgrade Android OS
§ Download Gingerbread
Applies To
§ Froyo OS 
§ Samsung Galaxy II
Procedure
1. From main menu options select 

Settings
2. Select Software Update
3. Select “check for update”
4. Select gingerbread 2.2 or above
5. When update is complete you will get 

an “Update Completed” message
6. Restart your device
Additional Information
Back up your device prior to any 
upgrades.
Click here To upgrade your Galaxy III
Internal Notes
§ We don’t recommend that customers 

upgrade to any version lower than 2.2

Where Can I find Warranty Info 
for my Roadster Bluetooth 

Headset?

Question Variations
§ Where is headset warranty?
Applies To
§ Motorola Roadster
Answer
The warranty information for your Motorola
Roadster Bluetooth headset can be found 
on the last page of the instruction booklet 
included in your packaged headset.
Additional Information
See Article 345 for additional warranty 
information for other Motorola headsets.
Internal Notes
§ Only refer to printed warranty information

Solution How To Q&A



Does this article explain how to do something, fix a problem, or answer a question?
…





Overcoming 
Solve Loop 
Barriers:
Creating
Titles



What is a good title for the following article?
…

What is a good short title for the following article?
…





The First Draft:
Summarizing 
Case Notes

“Generative = 
The Power
of the
First Draft”

Julie Mohr
Forrester Research
Principal Analyst

Long-Time KCS Advocate



Briefly summarize the ulcmate resolucon of this technical support email thread.  Do not describe 
unsuccessful solucons.

[…Representacve excerpt from 1057 line, 5042 word email thread…]

Hi David,
 
This is John from Tier 2 support. 🙂
 
I looked over your ccket. In my experience, nine cmes out of ten when there is divergence in the way 
users and non-users can interact with a website, it is the result of caching conflict or a server 
configuracon issue.
 
Please deaccvate all your WP Engine must use plugins to see if that has an effect on the issue.
 
If that does not work, please…provide me with admin credencals to an exact clone staging site so I can do 
some tescng/invescgacng: hlps://theeventscalendar.com/knowledgebase/k/creacng-and-using-a-
wordpress-staging-site/
[…]

https://theeventscalendar.com/knowledgebase/k/creating-and-using-a-wordpress-staging-site/
https://theeventscalendar.com/knowledgebase/k/creating-and-using-a-wordpress-staging-site/




Explain how to resolve this issue the next time it occurs:

The ultimate resolution to the technical support thread was successfully 
identifying and implementing a cache exclusion for the tickets checkout page in 
WP Engine. David reached out to WP Engine support to set up this exclusion. 
After the exclusion was set up and all caches were cleared, David tested it and 
found that the issue appeared to be resolved. The exclusion specifically targeted 
the path: ^/tickets-checkout/?$. This promising solution seemed to solve the 
payment and checkout issues David had been experiencing on his website.





Unable to Enter Credit Card Information for Tickets on a WP Engine-Hosted Site
Symptom
• When attempting to check out to buy a ticket, the fields for the credit card 

information don’t allow selection or data entry
• Credit card number field doesn’t display “1234 1234 1234 1234” template
• Expiration date field doesn’t display “MM / YY” template
Applies To
• Event Tickets 5.5.9
• WP Engine-hosted site
• Stripe
Resolution
Contact WP Engine support to create a cache exclusion for your ticket checkout page
Cause
WP Engine server cache prevents Event Tickets from passing all necessary information 
to the ticket checkout page
Additional Information
• Symptoms may occur intermittently
• The default Event Tickets ticket checkout page is <yoursite>/tickets-checkout
• Refer to this WP Engine Knowledge Base Article for more information on WP Engine 

Cache Exclusions

https://wpengine.com/support/cache/


New Solve 
Loop Options:
Diagrams



Source
Image

https://kb.netapp.com/onprem/ontap/os/How_does_ONTAP_send_an_AutoSupport_using_HTTPS%3F



generate plantuml code to draw a diagram of a client connected to a server called 
support.netapp.com.  Step 1, the client requests encrypted communicacon over hlps 
from the server.   Step 2, the server sends the client a signed server cercficate.  Step 3 
shows the client sending and receiving data from an encty called TrustStore.  Place 
"cacert.pem" inside of TrustStore.  Step 4, the server performs a DH key exchange and 
handshake to mutually negocate the encrypcon algorithm for the session.  Step 5 shows 
encrypted communicacon between the client and the server.

Place TrustStore to the lep of the client, and number the steps in the sequence.

Bidirecconally connect the server to the Server Keystore without a label.  Place the 
Server Keystore to the right of the server.

Place a label to the right of Server Keystore with the text "server.cert
- Server public cert
- Intermediate CA public cert
- Root CA public cert"
Do not generate hexadecimal numbers

Make the client yellow, the server green, TrustStore orange, and Server Keystore orange.



It Picked a 
Sequence 
Diagram!



Source
Text

https://community.geotab.com/s/article/How-To-Troubleshoot-a-CAN-BUS-Short-Error?language=en_US



Create a PlantUML diagram that shows the following:
GO Device connected to a Harness
The Harness is connected to an OBD-II Port
The OBD-II port is connected to the Vehicle
Put a label on the GO Device that says 1. Replace with known good unit
Put a connection from the Go Device to the OBD-II Port with a label that says 2. Bypass 
the harness by connecting the GO device directly to the OBD-II Port
Put a label on the Vehicle that says 3. Troubleshoot short within the Vehicle





Evolve Loop 
Aids: 
Identifying 
Outliers in 
Metrics

…



Maybe Not 
Quite There 
Yet: 
Generating 
Articles from 
Case Notes 
or Chat 
Transcripts



My 
Observations: 
What’s
Going On?

✅Summarize
✅ Identify conclusion
✅Bulletize
✅Allocate statements to template sections
✅Transform (mechanically) from “What 

happened?” to “What to do”

❌ Identify what really matters
❌Extract the essential steps for next time



A KCS 
Veteran and 
Contrarian’s 
Question: 

Are We 
Barking Up 
the Wrong 
Tree?

Maybe capturing and structuring in the workflow 
is actually a better idea than brain-dumping case 
notes and letting GenAI clean it up!
• Structured case notes support handoffs, 

escalations, swarm requests
• Real-time capture and structure supports a 

structured problem-solving process and brings 
clarity of thought
• Working in the moment makes it easier to 

preserve the customer’s context and what they 
needed to hear from you without any 
“telephone game”



Or, as 
One 
Scientist 
Observes
…



Let GenAI
Support KCS, 
Not Replace It!
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