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for Service Innovation

Reimagining the way we work together

Non-profit alliance of companies

A strategic think tank pursuing innovative ways
to Improve engagement
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Shared experiences
spark innovation
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Sharing our Experiences

35 new people
105 Professionals 7/ new Member companies

50 companies total

17 People; 13 Member Companies; 1 Professor

Sessions Machine Automation KCS Journeys & Intelligent Swarming
People & Culture Art, Empathy, and Artificiality
=] == 30 Topics Explored!!!!
—  Open Space . .
== P P Al use cases, impacts, & maturity dominated
Countless

Connections




Our Time Together QQ

Exploring the Intersection of
Artiticial Intelligence, Empathy, and Knowledge

Look Before You Leap; Our Adapting World with Al - Matt Seaman, Consortium

Employee & Customer Efficiency & Experience with Gen Al - Romain Garcia, PTC

Supporting Humans Through Change - Kelly Murray, Consortium

Embracing & Improving Collaboration: Tending to Remote Teams - Madison Hoffman, Zendesk

Break Out Sessions
* Empowering Champions: the KCS Journey at proALPHA - Nicole Quarti & Christian Matzke, proAlpha
« Doing More with Less: Innovation in a World Full of Constraints - Sarah Thomas Hamm, Blizzard Entertainment
 Adopting Intelligent Swarming in Waves - Royce Abel, Autodesk
 Course Correcting: When Conversations Go Off the Rails — Lana Kosnik, Upland, Kendall Brenneise, F5, Jessica Peralta, Calix



Our Time Together QQ

Exploring the Intersection of
Artiticial Intelligence, Empathy, and Knowledge

Art, Empathy, and Artificiality

— Nick Bontrager,

Associate Professor of New Media Art
TCU
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Our Time Together

Open Space Sessions!!!

* Collective Experience In Action - sara Feldman, Consortium

* KCS in Pre-Sales at Oracle - pat McBride, Oracle

e Cultivating KCS Buy-in - Jessica Wu and Monika Virmani, Alation

e Qutside the Al Box - Travis Myers, JLG

» Navigating, Supporting, and Advocating for Major Change - Andrea Hughes, sAs
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Look Before You Leap
CONSORTIUM Our Adapting World with Al
for Service Innovation”
Member Summit 2024 |




HEALTH STATUS | HE,
PERSONAL HEALTI

<
o
E=
[
=
B
v
=
C]
v}
o
S
(]
v
®
4
o]
7]
=




The Intersection

Generative Al
Deep Learning
Robotics

Feelin

Artificial
Intelligence



The Interaction Layer QQ

The differentiator won’t be the underlying technology,
it will be the interaction layer as a gateway to experiences.

Desirability
« Use Cases, Employee Experience,
Customer Experience, Co-creation

Feasibility
e Technology & infrastructure to
achieve the desirable

Viability

 Business alignment and support




The Interaction Layer

)

The differentiator won’t be the underlying technology,

it will be the interaction layer as a gateway to experiences.
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Use Principles to Test Ideas QQ

What could this look like for Al?

Create
Value

Are we designing from a basis of trust? Trust

« Taking into consideration transparency, accountability, security, and
integrity for people and data

Demand

; Abundance
Driven

Are we focusing on value creation (not activities)?

* Implementing Al to advance the stated outcomes and goals of the
organization (what's your use case?)

Does it align with the principle of abundance?

 Implementing these technologies to enhance vs replace capability (creativity,
innovation, diversity of perspective)

s it demand driven?
 Harvesting and learning from trends and patterns in the usage of these technologies
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%E%ERATNE o o collaboration:
SOFTWARE - e Tending to remote teams
OPERATIONS &

SUPPORT

Romain Garcia
Knowledge Manager

4

zendesk

Maddie Hoffman

_ Director, Digital Customer Experience
April 2024

Technology is Supporting Humans
| ol QQEOSN.SQR“UMM | B uen Charas | We have the tools
forcing faster J,rvice lnnovation to support our

Kelly Murray

adaptations | Consortiur people




ptfc

IDENTIFYING GENERATIVE Al USE CASES IN SUPPORT ORGANIZATION

GENERATIVE Al
-PTC

SOFTWARE
OPERATIONS &
SUPPORT

® Select key support processes for evaluation

® Bring process owners and subject matter
experts together

" Hold workshop to identify potential use
cases for Generative Al

Romain Garcia
Knowledge Manager

April 2024

1) It takes a team to define the experience and use cases

USE CASE DEPLOYMENT STRATEGY

GENERATIVE Al USE CASES FOR SUPPORT - THEMES

Y =] N 3) Have a solid plan and clear
sy | = ay .
oD =] expectations
. . Proof of Business
Help humans to Aggregate Prevent Capture voice- | Conversational Concepts  ProlobPes  yajcton  Deployment i
author content complex duplication of based (Q&A)
in compliance transaction records interactions as engagement
with defined history digestible text | with Knowlede
standards Base BENEFITS AND RISKS
examples examples examples examples examples Great Productivity tool rticle Quality
. ?\rstslfslti /:tuthonng * Case hlst?ry . . Dupl!cate articles . TStE pho?e calls « Internal chatbot ’
e tof + Community topic + Duplicate SPRs With customers + Customer-facing
o essment Ol
e e Gratoot 4) Understand the
communication

- o
Benefits and Risks =

Standard
(it is not just a shiny new thing) Complant

Translator

2) Start with something that is ‘easy’




Change Isn't All or Nothing Three Things -

Pre-Contemplation: no intention to change in the foreseeable future

1. Fear is mitigated in community.
Contemplation: Considering making changes but have not yet made them

The process of change is messy and complex.
What's the shorthand for “a culture in which
we are consistently supporting each other
through change”?

Prochaska, Norcross & DiClemente

Adaptation is a process

A focus on culture navigates the mess
.
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CONSORTIUM Through Change
for Service Innovation™
Member Summit 2024 Kelly Murray

Consortium




People

« Monthly social « Demo Days/Design « “Office hours”
hour studios « Optional but 1 .
« Convocations & « Drop in co-working recorded meetings COI I a boratlon -
celebrations sessions o “Open door” .
o Peercoaching leadership Tendmg to remote teams
Process
yi4
. Establish . Project . Clear mission, Director, Digital Customer Experience
roadmaps, at least management like vision, goals, and
quarterly Kanban or Agile objectives
e Conduct your own o Strategically use « Share everything*,
QBRs & kickoffs meetings & async even if it doesn’t
catch-ups seem interesting
@ o 6 Take the time for the team to get to
Technology know each other, support each

other, and refresh their relationships

Shared visibility Collaboration

o JIRA, Asana o Slack, Teams o Figma, Lucid
« Al-generated notes o Automated e “Comment” and
from meetings prompts for both “Suggest” mode in
shared along with Standups and Google suite
resorcings “Getting to know Consortium WO rkS'
you” :

e o G Nurturing an Adaptive Workforce



Companies of the

proALPHA Group

PRO[GILPHA

Better decisions.
For a better future.

Empowering Champions:
The KCS Journey at proALPHA

April 9/2024 — Consortium Member Summit

#persis

Nicole Quarti & Christian Matzke iy

CONSORTIUM

for Service Innovation™
Member Summit 2024
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Sarah Thomas Hamm

v

+COLLECTION =

Break Out Session 1 & 2



Adoption road map

Phase 1 Phase 2 Phase 3 Phase 4
Planning & Design Adopting Leveraging Maximizing

Companies of the
proALPHA Group

PRO[GILPHA

Corporate
nnnnn

-—--uuuuuummmmmmmmmmlw
VION

Better decisions. §\ b/

For a better future. = & .
Empowering Champions: s

The KCS Journey at proALPHA

April 9/2024 — Consortium Member Summit

11 waves
(CLIT D)

Nicole QuartiorC T rE Plan, invest, prepare for disruption, find your best path

General

* Focus on the KCS adoption — be careful about proces integratin
competing programs e
* Integrate KCS training: Practices, Fundamentals
OLT, Certified Internal trainer -
* Implement in smaller waves: 11 at proAlpha o

* Invest in Coaching: A coach with each wave
e Communicate, communicate, communicate




Support Model Challenge

* How would you support your KB with a
drastic reduction or dramatic change in
- your support model?

* Bonus - How do you preserve quality?

* How have/would you implement
# .~ Machine Translation?
B ‘b‘& * Bonus - How do you ensure quality

N
N
- without native speaker resources?

B e ——— =
== =S——— =

Al/LLM Challenge

What do you want Al/LLMs to do for your
KB?

What should humans still do in the KM
process?
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Doing More with Less: Innovation in a World Full of
Sarah Thomas Hamm

Very Interactive Session



Course Correcting:

»4 AUTODESK -

\\ When Conversations Go Off the Rails

Intelligent Swarming By the Book:
Adopting in Waves @Autodesk

AUTODESK OBJECTIVE: Improve collaboration to increase productivity

and reduce resolution time for our customers Kendall Brenneise Jessica Peralta Lana Kosnik
Senior Manager, Digital KCS Program Manager KCS Practice Manager
/ Services
v ' ° —_—
Royce Abel @ ¢ thx upland RightAnswers
Technical Support Sr. Manager | Intelligent Swarming Business Lead y . 4 0
— / “, /4

CONSORTIUM

for Service Innovation” Break Out Session 3 & 4
Member Summit 2024




#2 AUTODESK Objectives, Measures £ Risks

Can find the Best Available person to help Find someone with skill Find someone with skills & motivation to help

Measure the creation of value by

individuals & teams Activity Value and/or Reputation

Managers are facilitators and coaches Culture

Intelligent Swarming By the Book: e
Adopting in Waves @Autodesk ety e

AUTODESK OBJECTIVE: Improve collaboration to increase productivity People can see all work relevant to them
and reduce resolution time for our customers People Choose to help or Op-in

SUCCESS METRICS Customer Effort MRT
Employee Effort Backlogs
Case Owners

Royce Abel . Too much collaboration Underutilized skills Technology investment

Technical Support Sr. Manager | Intelligent Swarming Business Lead y - 4

/ Z

Motivation Low motivation System upkeep

Swarming by the Book EVALUATING
Study Practices Guide

Get Inspired & Inspire! Technology

Evaluate Tools p

Recruit & Educate Project Team — : Intelligent T':)Ef:gg:a »

. Swarming NEXT STEPS
Define Success Measures

Meet with CSI Members
o Intel, CSI, Ping Identity

Define Roadmap & Scope of Practices




Course Correcting:
When Conversations Go Off the Rails

Let's explore how to:

Handle the derailed conversation in

the moment

Kendall Brenneise Jessica Peralta Lana Kosnik
Get |t baCk on traCk Senior Manager, Dlgltal KCS program Manager KCS Practice Manager
Services

Manage the next interaction

@ > quix upland RightAnswers

Key Points
* Stay Presentin the moment

o * Phrases to get back on track:
o Thank you for sharing your feelings on...

o I'm happy | was here when you needed someone
to listen...

Ask Before Coaching

o Are you ready to talk about...

Reflect before next interaction

Distinguish an "off the rails" momentvs.
consistent disrespect/aggression

Demonstration / Scenarios were recorded
In the Member Wiki



Day 2: Full Day of Open Space!!!

30 Topics Explored

Notes for each session in the
Member Only Wiki

High Energy!!

* Al topics dominated the
sessions

» Multiple follow-up
discussions are being

planned
STAY TUNED
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Other Use Cases:

A

\

Tokens: it is a loose term to check the amount of data you are pushing towards the gpt model.
The more data you put in the more

| ROO
{lsUMMARY OF CONVERSATION]

Some of the Al tools used:

Next use case - analyst assist piece for content creation.

Agent assist use cases

SN IGUENT T :

What Al have you implemented

HOST:Sarah Thomas

Einstein GPT (Salesforce)

CRGA (Coveo)

Open Source model (ORCCA and LAMA)

WORKDAY Al Implementation

First response on case - AISERA Gen Al
K

ison with Coveo - AISERA

First response: when case comes in, use ai to generate first response. Helps analyst
with summary of issue and first steps.

Phase 2 is knowledge creation. First draft of knowledge. First draft based of case
notes.

KEY INSIGHTS:

1. Einstein is ok for chat summary

2. Charge per query is the downside for many of these chat gpt models.
Custom models might help.

3. Structured data (emails, chat, phone calls) essential for Al generated Kbs.
4. Change management is tough. Judgement is required. LLM deployments
are different than data analysis. Cost vs benefits, scalable and maintaining
the base are some things to consider. User adoption is also critical. 0-6 scale
measure where 6 is great. Tweak it to your needs.

5. LLM that works best for text generation: open Al, MS co-pilot studio also
open ai, chat gpt seems to be the best. Gpt 3 seems slow. Lama 7 is good at
summarisation. Others are better at data analysis.

Chat response, responses in cases

Oracle has Al integrated into the product. They create articles out of service
requests-Jeff Elser.

Knowledge fusion: for creating articles using Al using case notes

Oracle knowledge advanced for selecting resume

In product Al: secure pipeline from product to your analysis data base. Make real time
suggestions for optimising product use.
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(Retention). How to capture the knowledge of a customer success
interaction/scenario. Also - how to “Train up CSM" on product knowledge

CSM Models - they are cross functional by nature, making it a more 'knotty’ problem .
to solve
. Reactive / escalation based models i
. Proactive touchbase models (help customers get ‘un-stuck’)
. Engagement / Consumption based models
. Renewal - Upsell/Cross-sell models
. Onboard / Train / Learn Product use d
. For Free for Fee models
Ideas:
. License your CSM’s to contribute to the KB, but how to get it into their
workflow (if cased based, much easier). Without cases - it’s a bit more .
difficult to manage
. CSM hosted/moderated online community who could act as the guide for

1:M assignees - work as a connector to help problem solve

Build a common
top of that the su;
frame of referenc
We talk industry specific in Marketing,
Support there is a one size fits all....
Could we leverage online communities (industry/business role based) to
solve the 1:M CSM challenges. Reality vendor hosted communities service
“Community minded” customers who can only get the answers to their
vendor specific question
“Flip the funnel” - can we find the folks falling out of the happy path funnels
and engage them vs. asking everyone to book an appointment with their
CSM counterpart
o Look for the ‘silent customer’ quadrant for customers who might be
lost...
“Health Scores” are limited in their ability to know if a ‘customer is
successful’ - many CSMs today don't trust these, need a better metric.
o Need to align and calibrate all of the “KPIs"” used to understand
and measure customers throughout the lifecycle (+customers KPls)

ales/Pre-Sales, but once they go to

ATTENDEES:

Brad Smith, Chrisitina Roosen, Laurel Poertner, Jessica Wu, Jessica Jacobs,
gary Meek, Maddie Hoffman, Tom Marchart, lynette ledoux, Kevin Kimathin,

Patrick McBride, Mellisa Burch, Ashley Snyder

1.
2.
3.

NEXT STEPS:

Attend Patricks talk on this topic tomorrow
Business Value Realization Assessment playbook digital development
Digital Customer Signal Listening as a key enabler of the CSM roles
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INEXT STEPS;

Should we become experts in prompt engineering?
LinkedIn courses in prompt engineering.

Think about writing differently for Al as the audience
Standardizations is the key for Al
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CONSORTIUM | Day 3

for Service Innovation™

Member Summit 2024 4 Quick Discussions &
| Bringing it all Together




Pat McBride, Oracle

KCS in Pre-Sales at Oracle

We have alot in

commaon...

KCS Beyond Support: It works!!!
In the Member Wiki
KCS in Action: Optimizing Sales Support through KCS 2022 - Pat McBride

Consortium Conversation: KCS Beyond Support & Services 2023 - Pat McBride,
Ludwig Heil, Sara Lustenberger




Jessica Wu and Monika Virmani, Alation QQ

Cultivating KCS Buy-in

It takes time, persistence, and dedication

KCS is a Journey
* Vision: Be clear
* Strong leadership
* Over communication
« Consistency
* Collective ownership, build together
* Mentors & coaches are critical




Travis Myers, JLG

Outside the Al Box

“As products become ubiquitous,
customer experience is our differentiator”

We are supporting people with a job to get done quickly

v Knowledge Captures helps us respond in minutes & seconds
v' Based on our knowledge we can influence product changes
v" Our knowledge helps is train new employees faster

v' People support each other to share what we know



Andrea Hughes, SAS QQ

Navigating, Supporting, and Advocating
for Major Change

We should stop talking about change.

It is Adaptation

Nothing stands still, it is not one change, it is a
constant state of adapting to any number of variables.




Sara Feldman, Consortium
Collective Experience In Action

Shared experiences spark innovation

It is you, the brave
Consortium Members and

%ﬁ’/ community that make it
“ all work!
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Upcoming Events: Check the events calendar often!

£) Members Only | Virtual £ May 2 | 8 AM Pacific £) Members Only | Virtual & June 25-26 | 8-Noon Pacific

Consortium Conversation Team Meeting

7z di;lCSNIIOF EngmeetrSB + | Thoughtful & Strategic
iddle Management Buy-In -

@ Calix Automation

QQFCOSNSOlRTIUM QQ{C%NSC)'RTIUM
or Service Innovation” or Service Innovation™

£ Public Event | Virtual R May 8 | 8-9 AM Pacific £ Public Event | Virtual R June 13| 8-9 AM Pacific £ Public Event | Virtual 3 June 20 | 8-9 AM Pacific

- . KCS Verified Vendor Series
KCS in Action KCS Transformation Series Faster, Easier, Better:

éégrwg¥kl31:ligvhcelas§ig%ﬁ AdOpt in Waves . .wow  Coaching Enablement via
your Knowledge Base

DN - m k e N\ 7Y upland
NEAL TRAVIS QQ for Service Innovation RN QQ for Service Innovation™ L o Gt (et R|ghtAnswers

ACADEMY TO
INNOVATE HR




Consortium Summit 2025: Atlanta, Georgia

Thompson Hotel | March 25-27, 2025




L
i 'mu

0/1 ,




