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A beginner-friendly workflow to diagnose and
close training gaps in customer support.

|dentify precise training gaps and rapidly close them
with Al-assisted workflows.
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OVERVIEW Business leaders and support teams

Automation Scope & Roles

This page defines automation boundaries for the training-gap analysis workflow. It
distinguishes automated insights, human review, and governance touchpoints.

Key move Start with a small feature set you know has knowledge gaps.

PRACTICAL CHECKLIST

01 Collect 4-6 weeks of agent-ticket transcripts, chat logs, and known feature taxonomy.

02 Run Al models to classify issues by feature, sentiment, and knowledge gaps.

03 A subject-matter expert reviews flagged gaps and approves recommended training modules.
04 Deliver a prioritized training backlog and microlearning modules.

05 Mask PIlI and comply with data privacy policies.

06 Leverage existing chat platforms, ticketing systems, and LLMs for automation.

07 Establish metrics: time to first meaningful response, training completion, and post-training

resolution quality.

Suhas Bhairav Al Resource

Identify precise training gaps and rapidly close them with Al-assisted workflows.

Created by Suhas Bhairav suhasbhairav.com 02/05



DATA & TOOLS Business leaders and support teams

Data, Tools, and Access

Outline the data and tools required to run the gap analysis. Describe who owns the
process and how changes are approved.

Key move Preserve agent context; Al suggestions are aids, not final authority.

PRACTICAL CHECKLIST

01

02

03

04

05

06

07

Ticket transcripts, chat logs, knowledge base articles, feature taxonomy, and agent feedback.

Ensure completeness, remove duplicates, and standardize terminology before analysis.

Use a centralized analytics pipeline; combine security reviews with Al scoring.

Assign a data owner, a training lead, and a quality reviewer.

Anonymize PII and limit exports to approved stakeholders.

Backlog of training gaps with priority, objectives, and success criteria.

Run a one-week pilot on a single product feature.
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ADOPTION Business leaders and support teams

Adoption Roadmap and Governance

This page outlines a practical weekly adoption plan and governance structure to sustain
Improvements. It defines approvals, ownership, and measurement cadence.

Key move Setaquarterly review with executives to refresh training gaps and adjust
priorities.

PRACTICAL CHECKLIST

01 Week 1 scope, data collection, and success metrics alignment with stakeholders.

02 Week 2 build a lightweight automation to tag responses by feature.

03 Week 3 run Al-scored gap reports and publish the top gaps.

04 Week 4 create micro-training modules and assign to agents.

05 Guardrails: require approval for changes to policies and responses.

06 Ownership: designate a Training Gatekeeper and a Quality Custodian.

07 Measurement: track time-to-knowledge, training completion, and post-training resolution.
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ABOUT THE CREATOR

Suhas Bhairav

| build Al systems that combine distributed architecture, retrieval, knowledge graphs,
security, and practical workflow design. My focus is Al that can be used repeatedly by real
teams: understandable, reliable, and grounded in the work people already do.

EXPERTISE
Principal systems architecture and applied Al engineering
Production-grade Al systems, agentic workflows, RAG, and knowledge graphs

Full-stack workflow applications across AWS, Google Cloud, Azure, on-premise, and hybrid
environments

Practical Al implementation patterns for automotive, manufacturing, finance, logistics,
cybersecurity, sales, and customer operations

Security, governance, observability, approvals, and failure-mode thinking for operational Al
systems

WEBSITE
suhasbhairav.com

EMAIL
suhasbhairav@gmail.com
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