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Step 1
Gather
your Do we Do we know how
team. understand the to use the online
content others (or other)
depend on us systems to
to know? retrieve or input
(knowledge base) information?
“If you have
, knowledge,
svtv_eLh let others
atc . .
light their
the Do we have a clear candle in it.”
video! understanding of ) Do we own up to
our processes —Margaret Fuller and fix our
(step-by-step how mistakes?

to's)?

https://youtu.be/3ZQmWIn4cfo

Do we allow
customers to be

wrong with
dignity?

Step 3
Consider the

questions to
the right:

Knowlzdgaa)es.

“having the process
skills, system skills,
and necessary
content expertise”
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