KEY TAKEAWAYS
What VAR & ISV Teams Should Learn Next About Al

RetailNOW session

Executive takeaway | Al readiness is not about buying the newest tool. It is about selecting
one useful workflow, preparing clean data, setting simple guardrails, keeping people
accountable, and measuring whether the process actually improves. Small, repeatable wins
create the confidence and evidence needed to scale.

Core Al Skills Every Employee Needs

e Ask relevant business questions. Better inputs and clearer business context produce more
useful outputs.

e Verify the result. Employees must check accuracy, completeness, usefulness, and financial
or customer-facing implications.

e Build Al literacy. People should know what to ask, what to check, what data is safe to use,
and when completing the task manually is the better choice.

e Capture and organize knowledge. A personal or company “second brain” can make notes,
documents, tickets, and prior conversations easier to search and reuse.

e Understand data hygiene. Teams need clear guidance on approved tools, confidential
information, customer data, and what may never be entered into a public model.

Using Al vs. Being Al Ready

Using Al Being Al ready

The company defines approved tools, data
boundaries, ownership, and expected
outcomes.

Employees experiment with individual
tools.

Processes include training, review,

Results depend on each person’s habits. - i
accountability, and escalation.

The workflow is understood and improved

Al may be added to broken workflows. )
before automation.

Success is measured through time, quality,

Success is described as adoption. ) . i
service, conversion, or cost improvements.

Relevant data and institutional knowledge are

Knowledge remains scattered. ) .
organized for reliable use.




High-Value Starting Workflows

Function Practical starting point Value
. Reduces administrative
Summarize calls, draft follow-up, research o . .
. friction while keeping the
Sales prospects, prepare proposal outlines, and .
seller responsible for the
queue CRM updates. . .
relationship and accuracy.
. . Helps agents respond faster
Search tickets and knowledge articles, . . g . £
. . . . without immediately
Support surface likely answers, identify recurring .
. replacing human customer
issues, and update the knowledge base. . .
interaction.
Categorize email, route work, collect Returns time to employees
Operations information across systems, and identify and reduces missed follow-
exceptions requiring attention. up.
Accelerate research, requirements, UI/UX | Compresses development
Product iteration, testing, and development cycles while preserving expert
sprints. validation.
Improve answer-engine visibility and . -
P g y Supports discoverability as
) evaluate whether Al agents can . .
Marketing buyers increasingly rely on Al-
understand the company, products, and
. generated answers.
expertise.
Create a searchable second brain for key Improves preparation,
Leadership notes, projects, customers, and continuity, and access to
decisions. institutional context.

Recommended 90-Day Pilot

Ask employees which repetitive task consumes time or creates

1 List
sten frustration. Inventory how Al is already being used.
Select one contained workflow with a clear owner, manageable
2 Choose . .
risk, and measurable baseline.
Organize the required data, define approved tools, and correct
3 Prepare )
obvious process or CRM gaps.
. Document what data is allowed, who reviews the output, and which
4 Guardrail

decisions must remain human-owned.




Run with a small group, use Al to assist rather than fully replace

5 Pilot
"o people, and collect examples of good and bad output.

Compare time, quality, backlog, response speed, conversion, or

6 Measure - . . . .
another existing business metric against the baseline.

Improve the workflow, training, data, and controls before adding
more users or additional automation.

7 Refine

Expand only after the pilot demonstrates repeatable value and clear

8 Scale o
accountability.

Pilot principle | Pick one small problem. The first project does not need to be perfect; it
needs to be better than the manual process, safe enough to learn from, and simple enough
to measure.

Simple Al Governance Framework

Element Required decision

Which Al products, models, extensions, and agents may employees

A tool
pproved tools use?

What customer, financial, employee, technical, or confidential

Approved data information may be entered?

Who remains responsible for customer-facing, financial, security,

Accountabilit . .
4 operational, and product decisions?

Who reviews use cases, incidents, results, access, and policy

@]
whner updates?
. How will expectations be explained and reinforced beyond publishing a
Training )
policy?
Vil How will the company learn which tools employees already use and

where shadow Al exists?




Risks to Manage

Risk Better practice

Expecting Al to fix a broken Define and improve the workflow first; Al can magnify poor

process data and weak execution.

Selecting a tool because Start with the business goal and choose the tool that fits the
others use it use case, controls, and data environment.

Allowing direct customer Use Al to assist employees and surface answers before
responses too early giving it autonomous customer communication.

Treating generated output Require verification, particularly for proposals, pricing,

as fact payments, technical recommendations, and commitments.

Publishing a long policy no Use concise rules, recurring discussion, examples, training,
one reads and a clear owner.

Ignoring current employee Run an anonymous survey to identify tools, use cases,
usage uncertainty, and opportunities already present.

Measuring adoption instead | Track existing business outcomes, especially hours saved
of impact and process-cycle improvement.

Replacing customer
feedback with model
output

Use Al research as an additional input, not a complete
substitute for direct customer insight.

How to Measure Success

e Start with time: hours saved per person, task, week, or customer interaction.

e Use metrics the organization already trusts, such as ticket queue time, resolution time, lead
response, lead-to-close cycle, proposal turnaround, backlog, and rework.

¢ Include quality and risk checks. Faster work is not an improvement if it creates incorrect
proposals, weak customer interactions, security exposure, or added cleanup.

e Document specific examples where Al improved the process and where human review
prevented an error. These examples strengthen training and support the next investment
decision.

Recommended Next Actions

1. Survey employees anonymously to understand current Al tools, uses, concerns, and desired
capabilities.

2. Publish a one-page policy covering approved tools, approved data, accountability, and
ownership.



3. Choose one repetitive sales, support, operations, or knowledge-capture workflow for a 90-
day pilot.

4. Create a baseline using an existing business metric before introducing Al.

5. Train pilot users on verification, data hygiene, and when human judgment must override the
tool.

6. Keep the initial workflow human-assisted and review exceptions before enabling autonomous
actions.

7. Measure time and quality, refine the process, and scale only after repeatable improvement is
demonstrated.

Closing Message

The strongest Al strategy is practical: solve one real problem, protect the data, keep people
accountable, and prove the result. Al should improve business performance—not become
another unmeasured technology initiative.



