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This focuses on AI for 
Customer and Employee Support



What we have heard
● AI platforms are selling a Tesla without a 

charging station
● We havenʼt heard of anyone who had 

their data ready

The result: AI initiatives that arenʼt 
delivering on their promise



What we are going to cover today

● An overview of how AI for customer/employee support works

● Where organizations run into problems

● Examples of several AI platforms (some that do things well and some 
that donʼt)

● How Knowledge Operations can help



Business 
Acumen

Industry 
Knowledge

1. Open System X

2. Navigate to Account profile

3. Review transactions...

Operational
Knowledge

Operational Knowledge



Get everything neatly organized

Knowledge Ops
Enable a performance

Knowledge Management



Typical AI Implementation Plan (using RAG)

Gather 
Documentation

Import it into a 
Data Lake

Train the Model or 
use RAG

Test and Refine
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Knowledge 
Operations System



System

A Knowledge Operations System

1 Identify Knowledge Gaps

2 Capture Knowledge from SMEs3Refine and Approve

4Review and Certify Regularly



Examples of AI Platforms



How Knowledge Ops Can Help



Three Challenges

Capture MaintenanceReview

Is this right?
IS this complete?



Separating Knowledge Makes it Easier to Review + Maintain

Foundational aCTIONABLE

PRACTICE FIND & FOLLOWLearn

OPERATIONAL
KNOWLEDGE
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Phone a Friend

All knowledge is stuck in peopleʼs 
heads. Training happens through 
shadowing.

Tribal Document Guide

Phone a Friend

SOPs are created, but people still turn 
to supervisors and co-workers when 
they donʼt know what to do.

Use a GPS

Employees Find & Follow digital guides 
to work confidently, consistently, and 
efficiently.

Employee Independence

Knowledge Ops Maturity Model



AI Recording of 
Procedures





Decision Trees 
and Checklists 
for Complex 
Procedures



Questions



Next Steps

https://www.screensteps.com/knowledge-ops-course

Intro to Knowledge Ops Course

https://www.screensteps.com/find-follow-book

Pick up the book

https://www.screensteps.com/demo

Sign up for a demo or trial

https://www.screensteps.com/knowledge-ops-course
https://www.screensteps.com/find-follow-book
https://www.screensteps.com/demo

