
 
 
 
 
Powering AI Support with Intelligent Content 
 
 
As AI continues to transform how businesses deliver support and service, one truth stands out: 
your AI agent is only as good as the content behind it. 
No matter how advanced the model, if your knowledgebase is outdated, disorganized, or 
unmanaged, your AI will fail to deliver fast, accurate, and trusted responses. That means lost 
time, frustrated customers, and missed opportunities to scale your support efficiently. 
The fastest way to boost AI performance isn't a new tool—it’s cleaning up your content 
environment. 
 
Start With the Right Foundation 
 
To drive real value from AI, your support content must be  
centralized, structured, and governed. When done right,  
content becomes the most strategic asset in your AI toolkit. 
Here’s what that foundation looks like: 

• Centralize all support content into a single, accessible source of truth. 
• Assign clear ownership and governance—because if everyone owns it, no one owns it. 
• Implement version control and audit trails for full visibility and accountability. 
• Standardize structure, format, and tagging to ensure AI-readability. 
• Align internal and external content to eliminate duplication and inconsistency. 
 

Treat Content Like a Living Product 
 
Support content is not a one-and-done effort. It evolves alongside your products, customer 
needs, and AI capabilities. The organizations seeing the biggest results treat their content like a 
product—with regular releases, assigned ownership, and continuous improvement cycles. 
To operationalize AI-ready workflows: 

• Integrate content creation into every product launch and update. 
• Use AI to draft support materials, but ensure human review before publishing. 
• Empower frontline agents to flag content gaps, routing suggestions through a central 

review process. 
• Build an audit cadence based on content age, product velocity, and usage. 
• Consolidate duplicate or overlapping content to reduce confusion and improve 

resolution times. 
 

 



 
Resolution Rate Is Your AI’s Scorecard 
 
If you're trying to measure AI effectiveness, start by tracking resolution rate—the percentage of 
issues your AI agent solves without escalation. It's the most direct reflection of content quality. 
A low resolution rate isn’t just an AI issue—it’s a content issue. 
Improve this key metric by: 

• Monitoring resolution rates by queue, product, or channel. 
• Using AI insights to identify content gaps and prioritize updates. 
• Assigning content performance ownership across teams. 
• Tracking post-update performance to prove impact and ROI. 

 
 

 
 
Adoption Is the Final Frontier 
 
Even the best content system will fail without buy-in. Your team  
must adopt new processes and tools willingly—and that happens  
only when change makes their jobs easier. 
To drive successful adoption: 

• Frame changes around real-world benefits (e.g., faster answers, less rework). 
• Avoid rigid rules—instead, provide clear guardrails with flexibility. 
• Train people using real workflows and use cases. 
• Make it easy to contribute without compromising governance. 
• Uncover shadow systems by asking why they exist—and address the root causes. 

 
 
 
Ready to Unlock Your AI’s Full Potential? 
 
If your AI isn't delivering the results you hoped for, the issue may not be the tech—it’s the 
content. Let’s talk about how to build a content ecosystem that empowers your AI, your team, 
and your customers. 
 

Schedule a free consultation or email me directly to get started. 
 
 
 


