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KEY QUESTIONS

1.  WHAT IS AI-FIRST KNOWLEDGE MANAGEMENT?

2. WHERE CAN Al IMPROVE THE KNOWLEDGE MANAGEMENT LIFECYCLE?
3. WHAT DO | NEED TO KNOW ABOUT Al TO IMPROVE KNOWLEDGE MANAGEMENT?
4, WHAT’'S WORKING AT OTHER ORGANIZATIONS?
5. WHERE SHOULD WE START?
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"The knowledge manager of the future will
spend less time authoring content and more

time managing algorithms and curating user

experiences."
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. HOW CAN Al IMPROVE CONTENT AUTHORING?

Monolithic documents ‘ oy Snippets
s

Single knowledge repository Knowledge graph

Metadata

IT-driven content
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HOW CAN Al EXTRACT ANSWERS FROM

DOCUMENTS?

F “Florida Atlantic University” X | =

Welcome Jonathan Giger

Y 40U | You are currently logged in,
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Intellectual Foundations Program (IFP)
Information fulfills the University's requirem
as part of their pursuit of the

ents

There are no announcements

degree. The IFP is composed of 2 total of 36
credit hours.
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Jonathan, Owl Apps is a collection of
Web-based programs great for collaboration
and group projects.

Students: Get Owl Mail on your mobile devices v
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Legacy knowledge management

How long does it take to get to London from San Francisco? X 4 Q

QA A Flights @ Maps @ News < Shopping | More Settings  Tools

About 773,0g##800 results (0.70 secH

SMTWTFS SFO-LHR

Valid through Ji Send feedback
People also ask

How long is the flight from the UK to San Francisco? v
How far is it from San Francisco to London? ~
Distance between San Francisco, CA (SFO) and London (LHR)

Distance from San Francisco to London (San Francisco International Airport - London
Heathrow Airport) is 5368 miles / 8638 kilometers / 4664 nautical miles.

wwwairmilescalculator.com» distance » sfo-to-fhr
San Francisco to London distance (SFO to LHR) | Air Miles
Calculator

Search for: How far is it from San Francisco to London?
What airlines fly from San Francisco to London? v

How long does it take to fly from California to England?
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HOW CAN Al IMPROVE SELF-SERVICE ADOPTIONZ?

o dawrence@jtsetom.

Subject: Dawn, here's how to reset your voicemail password
From: support@jetset.com Signature:  None B

Message Size: 23 KB

PEOPLEREIGN VIRTUAL AGENT ()

Hi Dan, I’'m your PeopleReign Virtual Agent. Let
@ me know how I can help you today.

Hi Dawn,

Ireceived your request to reset your voicemail password.

You can type your request below, or click on
Show me everything to see everything that | can
@ assist you with.

‘Your account was locked due to too many incorrect login attempts.

To unlock your voicemail account, do the following:

the left  Dial (§37)253-9100.

just now

What is our WFH policy?

All employees may work from home until
July 1 and after that with permission from
your manager.

You'll receive a text message and PIN via SMS on your primary mobile device.
Enter the PIN.

You'll be asked to select a new five-digit voicemail password.

Enter your password then you'll be asked to confirm by entering a second time.

After that, you should be able to access voicemail with your new password.

Was this answer helpfu? ks |

Reply to this email if | can help in any other way.

~Your virtual agent from PeopleReign (support@jetset.com | 7-HELP)

Is there anything else | can assist you with?

Yes

No

N\ '\
PeopleReign

Please type your response here >




WHAT'S WORKING AT OTHER
ORGANIZATIONS?
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BILLIONS [MORE] SERVED... THANKS TO Al

AUTOMATION REDUCES DOWNTIME... FOR TWO MILLION EMPLOYEES IN 40,000 RESTAURANTS.

Joel Eagle
McDonald’s Sr. Director
Technology & Architecture




INNOVATIVE APPAREL... THANKS TO Al

BETTER INTERNAL SERVICE MEANS BETTER PRODUCTS... FASTER.

N,

Tom Boates

adidas Sr. Director
IT Service Management




WHERE SHOULD WE START?




Al IN THE ENTERPRISE
THE “FOUR VS” MATURITY MODEL

® $

e Scripted workflows to
resolve top X issue types

* NLP-driven collaboration
for internal triage teams

e Al-driven integration across

service artifacts

Representative behaviors




HOW TO ACHIEVE L4 MATURITY
FIVE BEST PRACTICES

1.  First, make humans smarter.

2. Define source data and KPIs with business stakeholders.
- 3.  Share the vision and demonstrate leadership support.
4. ﬁt the cord.

Train. Measure. Reward.
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