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Databricks: Leveraging Al and Analytics for Service Excellence in Learning & Enablement

Introduction

Databricks has fundamentally transformed its Learning & Enablement (L&E) organization by embedding
Al and analytics into every stage of the customer training journey. This data-driven, personalized learning
ecosystem delivers measurable improvements in customer product adoption, operational efficiency, and
business outcomes. By tightly aligning learning outcomes with broader business goals, Databricks has
made enablement a critical lever for customer satisfaction and long-term growth.

Innovation and Creativity

Al-Augmented Content Development: We leverage generative Al to accelerate course creation,
automate content updates, and scale localization across languages. This reduces time-to-market for new
training content, ensuring rapid enablement aligned to product innovation and customer needs. Our
automated translation processes have allowed us to localize complex technical content efficiently,
ensuring all global customers can access up-to-date learning materials.

Virtual Teaching Assistants and Personalization: Al-powered virtual assistants provide in-course
guidance and real-time learner support, reducing instructor load while enhancing learner experience.
Adaptive Learning Needs Assessments (LNAs) and Al-driven recommendation engines personalize each
learner's path based on role, skill gaps, and usage data. As learners engage, the system continuously
refines content recommendations, delivering tailored learning at scale. This personalization ensures that
learners stay engaged, motivated, and able to apply new skills immediately to their work.

Content Health Index (CHI): We developed a comprehensive CHI framework that integrates usage data,
learner feedback, assessment outcomes, and support trends to proactively identify content requiring
refresh. This ensures continuous content relevance and drives sustained learner engagement. CHI also
allows us to prioritize updates where they will have the most impact, optimizing resource allocation across
our content teams.

Smart Nudges: Intelligent nudging mechanisms monitor learner progress and intervene with targeted
prompts, improving engagement and elevating completion rates to ~80%, significantly exceeding industry
norms. These nudges adapt dynamically based on user behavior, ensuring timely interventions that
support learner success.

Impact and Results
Our Al and analytics innovations have directly driven business outcomes:

e Accelerated Adoption: Trained accounts adopt Databricks solutions ~30% faster than untrained
accounts, directly increasing product consumption and shortening time-to-value for customers.

e Strong ROI: Internal analysis shows training delivers a ~4.5x ROI, demonstrating that
enablement directly contributes to both customer success and revenue expansion.

e Scalable Reach: In 2024, we enabled 180,000+ learners (75% YoY growth), with certifications
growing to 60k+, fueling a broad, skilled customer base that is deeply engaged with the platform.

e Operational Efficiency: Al automation reduced content development cycles, delivery costs, and
allowed 80%+ of customer training to be offered at no cost while achieving revenue goals,
demonstrating a scalable model for sustained growth.



e Sales Productivity: Al-driven roleplay simulations and specialized enablement programs for
sales and field engineers improved field productivity, directly influencing win rates, deal velocity,
and higher customer satisfaction in initial engagements.

Customer-Centric Approach

Personalized Journeys: with Al-based recommendation engines and real time progress dashboards for
learners to ensure learners receive relevant, role-based, and industry-specific content, improving skill
acquisition and customer satisfaction. This personalization allows customers to onboard faster, gain
confidence, and achieve their business objectives more effectively.

Localized Learning: Al-powered localization expands global access, offering high-quality training in
seven major languages, significantly increasing adoption in APAC, LATAM, and EMEA. Localization
efforts have been driven by customer demand and directly correlate with increased engagement.

Proactive Customer Engagement: Analytics allow Customer Success Managers to monitor customer
learning progress, identify skill gaps early, and proactively address them. These insights are incorporated
into Quarterly Business Reviews, ensuring that training progress is directly linked to customer health,
renewal discussions, and expansion planning.

Execution and Implementation

Phased Rollout: We executed a multi-phase rollout, starting with Al enablement pilots and quickly
scaling globally through close collaboration across Enablement, Customer Success, Sales, Engineering,
and IT. Early success in pilot regions created momentum that accelerated global adoption.

System Integration: Connecting learning platforms, CRM, product telemetry, and support systems
enabled end-to-end data flow powering the CHI, LNAs, and in-product training triggers. This integration
ensures that data collected throughout the customer lifecycle continuously informs and improves the
learning experience.

Team Enablement: We invested heavily in training internal enablement staff to fully leverage Al tools and
analytics, ensuring sustainable adoption across teams. Dedicated resources were assigned to change
management, ensuring smooth transitions and high adoption rates across functional teams. This includes
monthly reviews on tools being evaluated and leveraged and quarterly alignment on new opportunities.

Scalability: Our Al-driven enablement platform is designed for continued growth. As the learner base
expands, personalization, automation, and analytics allow us to deliver high-quality service without linear
resource growth. The platform is poised to support the next phase of Databricks' global expansion with
minimal additional operational burden.

Continuous Optimization: A robust feedback loop, including real-time analytics and learner sentiment
analysis, ensures ongoing program improvement. New features are continuously piloted and iterated,
keeping the program on the cutting edge of Al-enabled service delivery.

Conclusion

By embedding Al and analytics at the core of our Learning & Enablement strategy, Databricks has
elevated customer training into a strategic lever for service excellence. Our innovations deliver faster
product adoption, higher customer satisfaction, improved field performance, and measurable business
growth. This transformation exemplifies how Al and analytics can redefine enablement as a scalable,
customer-centric growth engine that directly contributes to Databricks' long-term success.
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