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Challenges for teams in moving to ‘customer-centric’
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Customer-centric

• Sensitive to thinking vs feeling
• Acknowledge feelings (empathy)
• Seek to understand the issue in their 

terms
• Use the WIIFM (what’s in it for me/them)
• Offer other ways to look at the issue

In a world of ever-
increasing complexity

Today’s ‘new normal’ means ensuring customer
• security 
• privacy 
• safety
• while capturing service-in-use, 

device and location, and...expectations
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Customer Demand Model
Volume of Activity Per Month 

Volume = 10X
Volume = 30X Volume = X

An example based on industry data…. 
• If our case volume per month in assisted  = 10,000 … then
•Our communities and social volume = 300,000
•Our Self-service = 100,000
• For a total of 410,000/month 
•Which means…. Less than 3% of the total customer demand ever becomes a case! 

Assisted
Self-Service

Communities and Social

Self-Service Success

Assisted

Customer 
Issues

Level 1

Level 2

Level 3

Knowledge

Self-Service

Communities and Social

Knowledge• Create just-in-time content in the context of the 
customer

• Make most of what we know available to the 
customers

• Customer success with self-service; solve known 
issues without calling

• And they will use the web to solve issues more 
often than they would call 

Development/
Engineering

Product
Management
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Sometimes referred to as ‘Agile for Knowledge’ 
KCS is a methodology and a set of practices 

and processes that focuses on 
knowledge as a key asset 

of the service and support organization.

Knowledge-Centered Service (KCS®) is a registered Trademark of the Consortium for Service Innovation™

Knowledge-Centered Service (KCS®)
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Capture knowledge in the moment
Capture the Requestor’s context
Searching is creating

Use simple templates
Complete thoughts, not complete sentences

Search early, search often
Seek to understand what we collectively know
Link knowledge articles to cases / tickets

Reuse is review
Flag it or Fix it
License to modify

Capture

Structure

Reuse

Review

KCS Solve Practices

The Prosci®
ADKAR®

Model
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A D K A R
Awareness Desire Knowledge Ability Reinforcement
ü of the need for change
ü of the nature of the

change

ü to implement the 
change

ü to demonstrate
performance

ü to sustain the change
ü to build a culture

and competence
around the change

ü of how to change
ü of how to implement

new skills and behaviors

ü to support the change
ü to participate and 

engage

The Prosci® ADKAR® Model

With permission Prosci® ADKAR®

With permission Prosci® ADKAR®

Change begins with individuals 

Know the ‘What’s in it for me (WIIFM)?’ 
factor

Give individuals and teams time to work 
toward a common goal and purpose

The Prosci® ADKAR® Model
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Team Goal for 2020
Fewer repeat calls

Strategy Structure Content Delivery GOAL

Knowledge
to AskUS

Knowledge
for self-serve

Simplify 
Processes 

Leaders 
Coaches
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Customer Search ANALYSIS

Student Masters of Business 
Social Media Engagement

Analyze knowledge needs,
to provide ‘just-in-time’ 

knowledge content

Mr. John Doe 
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Benefits

Reduced repeat calls
More time for complex problems
Greater team contribution
Greater accountability for team performance 

Increased focus on customer self-service success
Fast update of knowledge for self-serve (KCS method)
Continuous feedback
Everyone participates

KCS, Coaching, Training, ADKAR

Team Goals

Self-service

The Human
Factor

Customer self-service metrics 

Teams define their goals
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Upcoming CATALYNK Workshops:

KCS v6 Practices Workshop Virtual  Mon – Fri, July 13 -17 ’20, 1 – 4 pm  EST

KCS v6 Practices Workshop Virtual  Mon – Fri, Aug 21 - 25 ’20, 1 – 4 pm EST

20% discount for SDI Members.  Code: SDI-20

Questions or assistance:  knowledge@catalynk.co
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THANK YOU!

CREATING a CUSTOMER-CENTRIC CULTURE


