


A strategic think tank pursuing innovative ways 
to improve engagement

Non-profit alliance of companies

Reimagining the way we work together
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Shared experiences 
spark innovation



Sharing our Experiences



Sharing our Experiences

17 People; 13 Member Companies; 1 Professor

Sessions

Open Space

105 Professionals
35 new people
7 new Member companies
50 companies total

Machine Automation 
People & Culture

KCS Journeys & Intelligent Swarming
Art, Empathy, and  Artificiality

30 Topics Explored!!!!

AI use cases, impacts, & maturity dominated

Countless 
Connections



Our Time Together

Exploring the Intersection of 
Artificial Intelligence, Empathy, and Knowledge

• Look Before You Leap; Our Adapting World with AI – Matt Seaman, Consortium

• Employee & Customer Efficiency & Experience with Gen AI – 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

Exploring the Intersection of 
Artificial Intelligence, Empathy, and Knowledge

Art, Empathy, and Artificiality
– Nick Bontrager, 

Associate Professor of New Media Art 
TCU



Our Time Together

• Collective Experience In Action – Sara Feldman, Consortium

• KCS in Pre-Sales at Oracle – Pat McBride, Oracle

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

• Outside the AI Box – Travis Myers, JLG

• Navigating, Supporting, and Advocating for Major Change – Andrea Hughes, SAS

Open Space Sessions!!!



THANK YOU Dinner Sponsors



Member Summit 2024

Look Before You Leap
Our Adapting World with AI





The Intersection

Feeling Economy Skills
• Empathy
• Creative Problem Solving
• Relationship Building
• Communication
• Adaptability

Services Skills!!!

Data

Knowledge

Information

Currency of Services
Artificial

Intelligence

Generative AI
Deep Learning 

Robotics



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

The Interaction Layer

Desirability
• Use Cases, Employee Experience, 

Customer Experience, Co-creation

Feasibility
• Technology & infrastructure to 

achieve the desirable

Viability
• Business alignment and support 

Desirability
People Needs

Feasibility
Possible

Viability
Business Goals



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

The Interaction Layer

Desirability
People Needs

Feasibility
Possible

Viability
Business Goals
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What could this look like for AI?

Are we designing from a basis of trust?
• Taking into consideration transparency, accountability, security, and 

integrity for people and data

Are we focusing on value creation (not activities)?
• Implementing AI 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)

Is it demand driven?
• Harvesting and learning from trends and patterns in the usage of these technologies

Use Principles to Test Ideas

Trust Create 
Value

Abundance
Demand
Driven



Technology is 
forcing faster 
adaptations

We have the tools 
to support our 
people



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

2) Start with something that is ‘easy’ 

3) Have a solid plan and clear
expectations

4) Understand the 
Benefits and Risks

(it is not just a shiny new thing)



Adaptation is a process A focus on culture navigates the mess



● Demo Days/Design 
studios

● Drop in co-working 
sessions

● Monthly social 
hour

● Convocations & 
celebrations

● Peer coaching

● “Office hours”
● Optional but 

recorded meetings
● “Open door” 

leadership

People
Connection Collaboration Autonomy

zz zz zz

● Project 
management like 
Kanban or Agile

● Strategically use 
meetings & async 
catch-ups

● Establish 
roadmaps, at least 
quarterly

● Conduct your own 
QBRs & kickoffs

● Clear mission, 
vision, goals, and 
objectives

● Share everything*, 
even if it doesn’t 
seem interesting

Process
Planning Rituals Communication

zz zz zz

● Slack, Teams
● Automated 

prompts for both 
Standups and 
“Getting to know 
you” 

● JIRA, Asana
● AI-generated notes 

from meetings 
shared along with 
resorcings

● Figma, Lucid
● “Comment” and 

“Suggest” mode in 
Google suite

Technology
Shared visibility Async 

communication Collaboration

zz zz zz

A practical, planned, intentional, approach to connecting

Take the time for the team to get to 
know each other, support each 
other, and refresh their relationships

Consortium Works:
Nurturing an Adaptive Workforce



Member Summit 2024
Break Out Session 1 & 2

Nicole Quarti & Christian Matzke 

Sarah Thomas Hamm
Doing More with Less: Innovation in a World Full of Constraints



Plan, invest, prepare for disruption, find your best path

• Focus on the KCS adoption – be careful about 
competing programs

• Integrate KCS training: Practices, Fundamentals 
OLT, Certified Internal trainer

• Implement in smaller waves: 11 at proAlpha
• Invest in Coaching: A coach with each wave
• Communicate, communicate, communicate

Nicole Quarti & Christian Matzke 



Very Interactive Session

Support Model Challenge

Machine Translation Challenge

AI/LLM Challenge

Sarah Thomas Hamm
Doing More with Less: Innovation in a World Full of Constraints



Member Summit 2024
Break Out Session 3 & 4

Course Correcting: 
When Conversations Go Off the Rails





Course Correcting: 
When Conversations Go Off the Rails

Demonstration / Scenarios were recorded
In the Member Wiki



30 Topics Explored
Notes for each session in the 

Member Only Wiki

High Energy!!
• AI topics dominated the 

sessions
• Multiple follow-up 

discussions are being 
planned

STAY TUNED

Day 2: Full Day of Open Space!!! 





Member Summit 2024

Day 3

4 Quick Discussions & 
Bringing it all Together



Pat McBride, Oracle

KCS in Pre-Sales at Oracle

KCS Beyond Support:  It works!!! 

KCS in Action: Optimizing Sales Support through KCS 2022 - Pat McBride

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

In the Member Wiki



Jessica Wu and Monika Virmani, Alation

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 AI Box 

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

We are supporting people with a job to get done quickly

ü Knowledge Captures helps us respond in minutes & seconds
ü Based on our knowledge we can influence product changes
ü Our knowledge helps is train new employees faster
ü People support each other to share what we know



Andrea Hughes, SAS

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 

community that make it 
all work!



Upcoming Events:  Check the events calendar often!

Key Take away



Consortium Summit 2025:  Atlanta, Georgia

Thompson Hotel  |  March 25-27, 2025




