Ask RV Tech: A New Front Door for Enterprise Support
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For many AY Tech employess, getting support has meant jumping through muitiole hoops: information lived in ore place, tickets went through ancther,
and it was often up ta the employes 1o know which team owned their questian. In theory, the Guidepost we inheribed was meant to be a single front doar,
but in practics, teams leaned an Slack for day-to-day work and support questions began to spread across DMs, group chats, and channels ke wildfire.
For the teams on she other end of i, support became much harder to coordinate.

Hy the end of 2025, teams acrass the org came fogether 1o reimagine the entire post-Guidepast suppart medel around one goal: one frond door far AV
Tech enterprise sugpart, bult in a plafform employees mrecdy wse every day and abie io evalve of the speed of our joint venture.

That waork started with #ask-it, the Al-powered IT service desk in Slack that launched in July. it proved the medel: a canversational agent built an scalanie Aly Huelman, Sr. Director
workflow &, suppart built on Jira Service Management, and a governed knowledpe base, in the place employess aresdy wors. it also set the foundatian af Feople

for what came nesd. Ask RY Tech, which launched in Septemboer 2026, is the evolution of that foundation. It's a single place in Slack where employess

can ask a question ard get an answer or the right helg, without needing to know who owns it Travel & Espense joined IT as the first teams an the —

platform, and People recently foliowed.

We sat down with Aly Huelman, Sr. Director of People; Josh Binieoki, Directar of H8 Business Partner B People Operations; and Nathan Blesse, Sr.
Manager, Feople Operations & A Strategry, to talk about how it came fogether and what was different about bringing People into the model

Bringing People Into Ask RV Tech -] l Jg
Josh Baniecki, Director of

= The first was sensitivity. Cuestions about pay, benedits, and leave are things employeses need to get right, and many are persanal. 5o the: team built HR Business P_ﬂ"-"ﬂ' &
#isk Ay Tech as a private Skack apo, whene the conversation stays between the employee and the agent. PFeaple Operations

‘hile the front door is the same far every team, bringing Feople through it took extra care. Four considerations set it apart, and each shaped how the
agent was built:

»  The second was acouraay and response. A wrong answer carries significantly more weight for People topics than almoest anything else, so the agers
was buill to stay quiet on a ist of excluded topics rather than guess. The team also built in emergency detection to cover all use cases. ‘.L

= The third was personalization. Berefits and policies differ by location and worker type, ard managers need information their teams gon't, so the agent =
was built to know who is asking. |

»  The fourth was the conbent itself. *With this great power we have with &1, some of the mane basic things become morne important again,® Nathan said.
“The information our tech is going %o pull from needs to be clean® ‘Working with the People team, be helped take the knowledge base from about 20
walicated articles to mone than 400 that are reviewed, owned, and tagged by location.

Hathan Blesse, 5r.
Marager, PFeople
Operations & Al Strategy

Early Signals of Success

With the content in place and the guardrails built in, Pecple wendt live, and hundreds of guestions have already been answered irstantly, slong with helo
filing ickeds with the right Seam. For Aly, the difference is stark. “Finding answers %o your People questions was just a painful process inthe past,” she
said. *¥ou had ta go to Guidepast, which was cluniy. You had to use search that oftentimes didn't give you what you needed. Then you had to open a
tickoet, which took days 1o respond ta® The goal naw is that *for as mamy questions as we can, you get an immediate respanse wersus having 1o go
somewhere else”

Just as important is whad the team can now see. Before, ticket data was the main signal, and by the time someone filed a ticket it was usually a last resor.
Mow the beam has a clear view of what employees ask about most and where confent gags remain. *We knew i@ wasn good, and we coulcn't really see
exnactly where to fix it,* Mathan said. “Mow we're in a spot where | beleve it's betber, and we have a lof of acoess 1o continue fo improve it*

‘What's Mext: More Productivity, Personalization, and Proactiveness

The architecture of Ask BW Teoh was intenticnally it to scale. In 34, our Procurement, Governance, Risk and Compliance [GRC), Legal, Facilities, and EHE teams are targeted to join
the support moadel. Beyand that, the leaders see Ask A Tech moving in three directions.

The first is from answering to doing, helping employees see a task thraugh rather than just explaining & *Transactional acireity that doesn't really apply to your job shiould be ireisible,”
Mathan said.

The second is from general to personalized answers, with more awareness of who you are and what you've asked befare.
Thez lzst is from reactive to proactive, the agent becomes a mini-assistant for all of us.

Jazsh calls this release *the begirning of the jaurrey, 1.0.% The principle stays the same sither way. "Employess don't need 1o know anything other than ' hawe a question, and here's
witezrz | g, Nathan said.
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