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Global cloud-led, data-centric software
company

Founded in 1992, headquartered in Sunnyvale,
California

Fortune 500 company (NASDAQ: NTAP)
$5.41B FY20 revenue
38,000+ customers around the world

Industry-leading cloud and enterprise data
center solutions and services

10,800+ employees + 5,400 partners helping
customers thrive in a hybrid multicloud world

98 offices in over 30 countries



At a glance
Badge of Honor is Earned
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M NetApp
Coach

SOLVE LOOP RELENTLESSLY

KDE

CREATE. RESOLVE. EVOLVE

<

CREATE. RESOLVE. EVOLVE.

~ 600 Licensed Publishers (Wavel-3)

~ 100 Coaches (Wave 1)

~ 50+ Licensed Publishers (Support Mgmt)
~ 30 Certified v6 Practices (Council)

~ 39 Part time KDEs

~ 16 Knowledge Domains

End of 2021 aiming for some full time KDEs




Climbing the Ladder Puts “KCS in our DNA”

« 90/0 Rule
Level 4: Maximizing — “Shift Left” « 85/85Rule
* Cost Per Answer (Shift Left Economics)
:  >90% PAR & CSC
COntlnua| Improvement ° 30:1+ Contact Ratio
* Robust KDA Program with % of Dedicated Time
« World-Class CX; World-Class EX; Differentiated Support Biz

« Solve & Evolve Loop

« Content Strategy

Three Viable Channels of Support - Process Adherence Review (PAR)
» Content Standard Checklist (CSC)

« Expand Cross Functionally

Level 3: Leveraging

Oct 2020 — May 2021

Level 2: Adopting « Technology Optimization
» Solve Loop Oct 2018 - Oct 2020
« KCS Training and Coaching
Resolve Once, Use Often « Write Articles for Self-Service Success

« Technology Alignment to People and Process
Level 1: Planning & Design

: * Solve Loop July 2018 - Oct 2018
KCS is the Way We Solve Problems - Strategic Framework
«  Technology Roadmap ,
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Strategic Framework: Win - Win - Win

Optimize for Support Engineers Optimize for Customers Thriving Business Performance
« Employee Satisfaction « Customer Satisfaction * Increased Revenue

« Employee Capabilities « Customer Loyalty * Lower Costs

* Reduce Effort * Product Improvements  Increased Profitability

 Reduce Effort
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Lower Effort
Propose Solutions with Validated KCS Expertise and Tools

KCS vo6 Verified Tools

KCS v6 Verified Tools provide comprehensive functionality and the technology
platform that enables all eight KCS practices.

KCS Alignhed Services

Through the KCS v6 Aligned program, vendors demonstrate that their product or
service supports an element of the KCS methodology or adoption process. To be KCS
v6 Aligned the product or service must comply with the KCS v6 Aligned standards.

KCS vo Alignhed Tools

Through the KCS v6 Aligned program, vendors demonstrate that their product or
service supports an element of the KCS methodology or adoption process. To be KCS
v6 Aligned the product or service must comply with the KCS v6 Aligned standards.
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Examples:

@ mindtouch

MindTouch Capture Manager
Verified since October 2018

dbkay

+associates

B
coveo

Coveo for Salesforce v3.42


https://www.thekcsacademy.net/tools/
https://www.thekcsacademy.net/tools/aligned-services/

Tools
Search early and often

SmartSolveCM Kiend| v

& Case ID 2008548638

Alerts Interesting Things(15) Attachment Chronology LatX(2) ECAT(0) Risks{17) OC/CAJobs Multivendor(0) CaseTrack(1/1) Knowledge View{l) Change History

Case 1D 2008540638 Collapse All  Unwrap  Hide Private Notes  Chronological

Solve Loop Search
@ Case Type Technical Case (ZCAS) P B X E
Custom Tags v 4
[l Case Owner Viktor Penevind 5 B -
S fiktor Penes 4 ~
E Priority P2 Viktor Penev P TR APy §
& z
8 Status Pending Customer ciznadun sanlic ] =
@
5 tom NetroCluss dar - g
ymptom Uster remove dr group | AllContent kg Bups Product Docs KX  Case Notes 1 more O Proactive (on) «
Category & Hardware _
Category 2 FAS-MetroCluster 3353 results
— Umetrocluster remove-dr-group o
=
- {Mext Agreed Point of Contact: Emall(7sE Prod Doc ©
Local Tiee)) ;
commands > commands remove-dr-group Remove a DR growp ‘rom a ;
MetroCluster configuration ... will be remeved from 1he Metro- Cluster configurition. You must repeat the ©n
Viktor Peney operation on the partrer cluster ... &«

How to remove a DR-Group from a MetroCluster
KB  Public Resolved Validated

. bridge remove -name  Delete DR Growp ONTAP 9.2 and later Chusteri::> set advanced Clustenic:">
metrocluster remeve dr-group . incorrect DR Growp can not be recovered Run the MetroCluster
unconfigure on the decommissioned DR Group on ..

E

¥ HOYV3S 4001 3AN10S

KCS WIP

i

Error “Replication service is offline” when removing DR-Group
KB Pubbic Vabdated

of the DR grewp removal process, Expected Procedure: How to remeve a DR-Group from a MetroCluster
Solution .. with the DR Group removal process Additional Information Cluster Modify How to remove a2 DR-
Growp from a.

Feedback & Tips [
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Tools

Link resolved vs helpful

Upgrading ONTAP Select Clusters
KB  Public Validated

.. Applies to ONTAP 3elect Issue Performing an ONTAP upgrade of ONTAP Select to a newer release, Cause
M/A ... desired ONTAP Select Mode Upgrade image from the NetApp Support Site, As ONTAP select nodes
are virtual ...
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Created: 05/

Link as helpful
ONTAP: node down [/ hung Link a= resolved
KB Public Validated Mot Linked

.. Applies to ONTAP 2 Data ONTAP 8 |ssue Mode is unresponsive/unavailable and cannot be reached via the
SErvice ... system console of 3 node How to create & Sync core in @ ONTAP system Internal Motes
intemalMotes_text

B e e L o R e
Createa: 04/22/2020 Updated: 11/05/2020
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Knowledge Domain Analysis Best Service is No Service

Take Away:
1. Challenge Demand for Support
2. Double Loop (Self Correcting)
Reactionary (KCS Solve Loop: blue)
PINetApp 9 ©2021 NetApp, Inc. All rights reserved . Reflective (KCS Evolve Loop: green)



Knowledge Domain Analysis (KDA)

Declare & Track ¢

Discovery High-Value
({ \) (All CSD Teams) Corrective Actions
r ( (Jira)
Outcomes

(Value Add in Biz, CX & EX)

In|
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Optimatzation Opportunity Dashboard (Jira)

Categorize

Top Cited Content « Submit Jira Case reduction
» Top Viewed improvement * Track on « Customer
« Impact / ROI * Process Problem satisfaction
e LOE Improvement Registration e Self Service
* Product increase
improvement « LOE reduction
* Proactive
meassures
o J N J o J N J
Take Away:

1. Discovery is ALL support operations...not just KCS articles
2. Categorize Opportunities (i.e. Commission List)

3. Track Action (i.e. Commitment List)

4. Impact (Outcome Tracking — Cases, Effort, Experience)
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NKCS®

Focus on what is relevant PRACTICES

50% of citations

80% of citations

Short Head
Targeted to provide value add

Long Tail

Targeted to solve an issue
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What does a KDE do?

KDE

Improve Analyze & Eliminate

Feedback Stl’u C'[U e - Product improvements

Review of top 20% - Supportability gaps
KBs Case drivers - Move of levels
Search (internal, Self service
external & Elio) opportunities
Community Troubleshooting

workflows
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Pathway

SolvelLoop =\V/e]\V/1e]0]0 Automation
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KDE Tasks

Quarterly

Weekly

K Review Demand signals\ (

* (Case, Search, KB)

KCommunities \ ﬁ

* Feedback

: * Create Tasks
» KDE Team meetings - Define RFEs & ARS " Follow up on RFEs
* Assign tasks » Troubleshooting ‘ Yggsf)é VgLUanhCQaBr;geS

workflows
* Review automation

Daily

N - J \

Monthly
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M NetApp

“Leveling Up”

Key takeaways

CREATE. RESOLVE. EVOLVE.
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Make it Easy

Focus on Restraining Forces — EX & CX, Simultaneously

Shove (Nudge if You Must)

Adoption is a Lifestyle — Sustaining Level 4 is the Ultimate Goal

Build Momentum (Accelerate “Shift Left”)

Path of Least Resistance — Unleash It!






