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Al in the Customer Journey: Why Good Knowledge
Management Makes the Difference

From simple virtual assistants and chatbots to autonomous Al systems that
perform tasks and actions independently, many organizations see the potential of
artificial intelligence (Al) in the customer domain. You can use Al to interact directly
with your customers, for executing repetitive tasks, or to support your employees.
However in any case, Al only pays off if you use it wisely.

In this whitepaper, you will read:

+  What the potential of Al is, but also the risks of using Al without a good strategy;

* How to choose a good Al strategy and why knowledge management is
indispensable in this;

+  What is needed to make the knowledge from your organization and Al work well
together;

+ And how to prepare your organization for the arrival of Al.

What are the promises of Al in the customer domain?

Al brings several advantages in the customer domain:

» Al offers cost savings and 24/7 availability for the organization.

+ Customers always get a quick answer to their questions with Al.

« For employees, the arrival of Al creates new roles and digital skills, more
interesting work, and fewer repetitive tasks.

So, throw all the information you have into a Large Language Model, and AI does
the rest in a split second. Great, isn't it? It is not that simple. Appearances can

be deceiving. Al systems provide convincing and seemingly reliable answers to
questions, but the output is not always correct.

The common denominator? The information on which Al bases its output is

incorrect or incomplete. According to KPMG, 85% of Al implementations in
organizations fail, mostly because data and information are not in order.
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What are the limitations of Al in the customer domain?

To answer that question, let's go back to the basics. How does AI work exactly?
Usually, the Al you use in the customer domain is a language model: the Large
Language Model (LLM).

The Large Language Model

ChatGPT, Microsoft Copilot, and Claude are examples of LLMs. As a user, you
provide input to the model. The model generates its output based on the data at its
disposal. The systems retrieve the output from public information, and that is an
enormous amount of information.

LLMs are very useful. But if the context changes, they are less useful. The output
they provide always seems coherent and reliable, but it is not necessarily correct.
The LLM does not reason itself about the most substantive and factual answer to
your question or request. This is one of the biggest misconceptions about LLMs. It
merely predicts the most logical output to your input using statistics and available
data sources.
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Various errors in Al output

Suppose you use a chatbot as an Al tool. Without the right context or control, AI use
brings the following risks:

* The system uses public information that is not verified. Initially, the system
always answers based on large amounts of content that is not tailored to your
organization.

« The system cannot provide an answer because information is missing. It
‘hallucinates’ and tries to formulate an answer without the right information,
using information that most closely resembles it. The system also refuses to
acknowledge its mistakes.

* Your own content is not correct. The system chooses a wrong answer, even
though this answer seems convincing.

« The system has to choose from too much information. As a result, it provides
very elaborate answers, making it difficult to verify which information is correct.

These situations are harmful to your organization. Customers and employees
receive incorrect information from the LLMs. Action is needed for an organization to
understand how to use an Al system properly.
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| want to implement Al correctly in the customer domain of
my organization

For successful AI implementation, you need not only the right technology but also
human knowledge and skills. No brains, no gains! Therefore, take ownership to
ensure Al is used appropriately. You do this by choosing targeted grounding data
and bringing this data to a high level with knowledge management.

What is grounding data and why is it important?

Grounding data is the information on which an Al system bases its output. For an
internal Al system, you can use the following sources as grounding data:

* Your knowledge base, with work instructions and frequently asked questions.
This is by far the most important grounding data from your organization. You
store the relevant content for the customer domain in your knowledge base.

* Your CRM system, containing relevant personal data.

« General, less structured data from your organization. For example general terms
and conditions.

Grounding your Al system is essential. It provides your system with context. It's

actually very simple: you choose which sources and content the system can use for
output. You instruct Al to prioritize these sources when the user provides input.
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How does an Al system choose the right information?

This happens through ‘Retrieval Augmented Generation’ (RAG). You can best
think of this technical term as a kind of link. The RAG is an extension of the
language model. During grounding, you have selected the sources relevant to your
organization. When the AI system receives input from a user, the RAG does its job.
The link provides the relevant sources and the input to the LLM. This way, the most
accurate output within the context is generated.

The process from input to output works as follows:

1. The input: the customer or employee sends a question or request to the Al
system.

2. Retrieving data: the AI system recognizes the input and searches the grounding
data for the most relevant information.

3. Linking the input and the grounding data: the RAG links the question to the most
relevant sources. The question and the data together form a new request. From
here, the LLM draws exclusively on the grounding data for its output.

4. Formulating the output: the LLM uses its language skills to formulate a clear
output based on the input and the sources.

5. The output: the sender of the input receives the output from the system.

By choosing grounding data, you have taken the first step. But you are still
dependent on the quality of your own sources.
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| want my AI system and my knowledge to work well
together

The application of artificial intelligence in the customer domain is important for the
development of your organization. But how do you make Al a success factor? A
good strategy is essential and goes hand in hand with a clear vision on your content.

How do | determine a strategy for my AI implementation?

You do this in small steps and with a well-thought-out plan. Al is often deployed
too quickly and on too large a scale by organizations. Consider the following three
questions:

* For which part of the customer journey do you want to use AI? Think carefully
about which problems Al solves for you and what its practical use is.

« On what scale do you want to apply AI? Carefully consider the scope before
deploying the system. On which questions may Al generate output? Our advice:
start small with the application of Al

« What information is suitable for your Al system? Choose the right grounding
data for which information AI will and will not be used.

What steps do | take to prepare my content for AI?

The arrival of Al requires a new content strategy. The new strategy is divided into
four phases..

Assess the state of your From insight to action: get
content and choose the your content in order for
direction you want to go and with Al

Implement your Al system Measure and improve
and provide practical your Al implementation

instructions
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Phase 1: Assess the state of your content and choose the
direction you want to go

Take a critical look at the existing knowledge organization and choose how you want
to improve it and make it AI-proof:

« Conduct a customer inquiry analysis: what does your target audience find
important? What do they need help with most urgently?

« Check your content: assess the state of the content on the most important
topics. Is it in good condition? What information is missing based on the
customer inquiry analysis?

* Choose the right channels: where do you want to store your content? Also,
determine which information you will store in which source.

« Choose the right tone of voice: a new content strategy also requires a new tone
of voice in your content. Choose a writing style that suits the target audience in
your future plan. Use this when creating new content.

+ Determine a fixed template: write articles per category in the same way. This
ensures structure in your content and good input for your Al system.

Phase 2: From insight to action: get your content in order for and with Al

With the implementation of Al, a new target audience for your content is added: the
Al system. To prepare your knowledge sources for AI, your content must meet four
conditions:

* Your content is findable: with the right titles, subheadings, and keywords in the
text, any target audience can easily find the right articles.

* Your content is usable: the information in your articles is clear, allowing the
target audience to quickly find the most important information.

* Your content is accurate: the information in articles is correct and contains no
errors, not even in language and spelling.

* Your content is consistent: in every source, knowledge is structured, written, and
used in the same way.
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To turn Al risks into opportunities, give your content a thorough clean-up. Take the
following steps:

« Remove duplicate and unnecessary information from the knowledge
organization.

« Improve knowledge that is incomplete but important, and add missing
information.

« Create new articles based on customer inquiries that are still missing in your
content.

 Structure all content and publish it on the right channels for the right target
audience.

The way you want to use AI determines how you will improve your content. You can
use Al in the following two ways when it comes to content:

» Writing for AI: AI answers customer inquiries based on your content.
« Writing by AI: Al uses your content to write articles itself.
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Writing for Al

When writing for Al, you create content that Al can use to answer customer
inquiries. Think of a chatbot that answers customer inquiries based on articles from
your knowledge base. But writing for Al offers more possibilities. With the right
content, you can have Al handle complete, transactional customer inquiries. Think
of inquiries for which information is retrieved from various grounding data, such as
CRM systems. It is also possible to automate follow-up actions in this way.

Use the following guidelines to generate the strongest possible output from AI:

+ Use clear titles for your articles.

* Provide a summarizing introduction in your articles.

+ Use subheadings with keywords. Always use clear action verbs or questions.
«  Write a complete article: the content is entirely complete.

Writing by Al

You can also let AI do the writing for you. The Al system writes articles itself after
receiving a prompt. A prompt is a precise instruction you give to the system. Based
on this instruction and the linked sources, Al creates an article itself.

Consider the following steps when writing by AI:

« Ensure that the structure, layout, and language of your prompt are correct.

+ Ensure that all knowledge in your organization is documented and accurate.
There may be knowledge in employees’ heads that has not yet been included in
the system.

« View the articles that AI writes as a draft version. Review the articles and refine
them into complete content.

Writing by AI ultimately saves a lot of unnecessary human contact. The system
takes on that contact 24/7. Time savings is a significant advantage of writing by Al
The system writes or rewrites an article in a few seconds based on your prompt.
Choose the form that most effectively matches your organization’s objectives.
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Phase 3: : Implement your Al system and provide practical instructions

Your AI system can get to work. But not before the Al features have been properly
implemented. You need to make a number of decisions before you put AI to work:

« Choose the topics from your entire knowledge organization that are suitable
for AL Start for example with the simplest customer contact or easy tasks for
employees.

* Indicate the scope with which AI can work. You do not want Al to generate
output on everything that comes in. On which inquiries may Al provide answers,
and for which questions and tasks is a customer service representative needed?
Give the system clear instructions.

« Determine the threshold from which human customer contact is needed.

Sometimes Al does not recognize the input or gives an error message as output.

You then escalate to an employee who takes over the process.

Phase 4: Measure and improve your Al implementation

But even then, you are not there yet! Your organization is constantly changing.
Therefore, you must continuously measure and improve the Al output:

+ Set a concrete review period and critically review your content each time.

* Properly update necessary changes in the existing content. Do this where
necessary with feedback from customers and employees.

« Add content if something is still missing, or remove existing content if it is not or
rarely used.
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Why is the human in the loop indispensable?

Regardless of the capabilities of Al it is the human who instructs the system

and provides the correct content. The human ensures that AI and the knowledge
management process deliver results. This key role, which we call the human in the
loop, remains important in an organization that works with AI. The human in the
loop is involved in the following processes:

* The Al instructions: determining the scope and the moment of escalation if the
Al system cannot figure it out.

* The input: checking and improving the existing content and feeding that content
to AL

* The output: checking the answers of Al with the input of customers and
employees. Also, checking if Al uses the content correctly.

* Measuring and improving: adjusting existing content and writing new content
based on the Al results.

For both knowledge management and the implementation, measurement, and
improvement of Al, the human in the loop is very important. No matter how
much the technology offers advantages, the people in your organization remain
responsible for the results.
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| want to prepare my organization well for the arrival of Al

“Will my contribution become useless with the arrival of AI?” This question may
arise among employees in your organization. Support for the implementation of Al
is therefore an essential part of the transition. Everyone in the organization must
also know what their role will look like after the arrival of Al

What happens to the roles of employees with the implementation of AI?

The implementation of Al is likely to structurally change the work of many
employees. However, everyone retains their value. Checking information remains
just as important.

New roles will also emerge, and some members of the organization will need new
skills. Consider the AI journey analyst, who analyzes the interaction between AI and
the customer from start to finish. Customer service employees will handle more
complex customer contact. Al can take over many repetitive and easy tasks. The
work of content specialists also changes. They write complete articles for Al or
focus more on prompt engineering.

All this is significant. Support and training are needed for these changes. Everyone
must feel comfortable within the new AI organization.

How do | create support within the organization for the adoption of AI?

Link the necessity of the arrival of Al to the personal perspective for the employee.
You want everyone to function at their full potential and stay motivated. But also
focus on the future of the organization. Because in that future, Al will play a central
role. Communicate step by step about the Al strategy:

1. Ensure that the goal of AI implementation is clear to all employees. Why are they
going to work with Al, and what will AI change in the customer domain? Also,
explain what the change will bring to the organization as a whole.

2. Show what everyone's tasks entail and make it clear that everyone is important in
the future. Who will do what in the new composition?

3. Determine which skills are needed in the new phase. Also, formulate goals per
individual and train employees where necessary in new skills.

4. Measure the actual change. Adjust the strategy where necessary and let everyone

get used to the new way of working.
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How TKC digital helps your organization with Al

Every organization is different. TKC digital is a specialist in knowledge management
and the use of Al in the customer journey. We are happy to offer our ideas and
support, whether you are just starting with AI or already working with it and want
better results.

You want or are busy implementing Al

«  We help your organization with an Al strategy. We advise on the most practical
way to implement AL. We look at your employees and give input and guidance on
the division of roles, planning, and the new processes that Al brings with it. You
can also call us in for a communication plan. This way, we prepare employees in
your organization to work with Al

* Request an ‘Al Readiness Check’ (aka AIR) from us. We assess how far your Al
project is in terms of strategy, data, and technology. In our AIR , we advise on the
best Al systems and help you choose the right RAG architecture.

You have implemented AI and want to improve your results

« There is a good chance that the state of your content can be improved. We
analyze, write, and rewrite content based on your Al results. If your data is
incorrect or unusable, AI does not work well. Or as we say: garbage in = garbage
out!

« Improve the writing skills of your employees with our writing training. We offer
targeted tools for writing customer-oriented content for AI. We also focus on
prompt engineering.

Feel free to contact us! For concrete interest, advice, or questions.
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https://www.tkcdigital.com/nl/kennissnacks/laat-jouw-kennisorganisatie-en-ai-systeem-periodiek-keuren-met-onze-aipk/
https://www.tkcdigital.com/en/contact/

