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Disclaimer

* The views and opinions expressed in the following
presentation are those of the individual presenter/s.

* When used, slides are protected under the copyright laws of
the United States of America and other countries. Used by
permission. All rights reserved. Project Management Institute
and PMI are registered trademarks. All other trademarks are
the property of their respective owners.

* This presentation is for registered attendees of Asia Pacific-
South Asia LIM 2026
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Learning Objectives

At the conclusion of the session, attendees will be able to:

eDescribe how “Virtual Volunteers” (Al-supported chatbots) can improve chapter operations
and member support while preserving appropriate human escalation and oversight;

eDraft a lightweight knowledge-based chatbot architecture using a structured information
repository (e.g., a maintained FAQ/knowledge sheet) to enable accurate, consistent
responses; and

eCreate a straightforward multi-channel rollout plan (website + messaging platforms such as
WhatsApp/Telegram) that improves response time, accessibility, and member satisfaction.




What You'll Leave With

What This Session Covers

First- Volunteer Multi- . Enterprise
Response Workload Chatbot Channel Governance Technical Human TransformSafeguarded Chapter
Layer Reduction Architecture Pilot and Metrics Session Volunteers ation Automation Mandate
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Why This Topic Matters Now
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Nonprofit leaders worry Say burnout affects their ability
about staff burnout to achieve their mission

(CEP 2024) .- (CEP 2024)
Q; E E ? ; Volunteer Hour Value 2025 Pro;ected Value
% .

Estimated value per
Chapters are growing — more events, trainings, and member activities. Member queries arrive across email, website,

Projected volunteer hour
value for 2025

volunteer hour, 2024

(Independent Sector) (Independent Sector)

WhatsApp, LinkedIn, and event platforms. Volunteer capacity does not automatically grow at the same pace.



The Chapter Support Challenge

Member Queries Come From Everywhere Operational Impact

F\Q Email and Forms ?Q No Single Source of Truth
¢

E Linkedin Messages r@: el le
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Volunteer Burnout Is Often Invisible

Burnout Symptoms in Chapter Root Causes to Solve
Environments

Lower Slower No
Energy :for Response Structured $ae§:;ltlve
Innovation Times System
Reluctance Always-On
Reduced : Expectations
for Particination Documentatio
Leadership P
Manual
Unclear Coordination
Silent Uneven Ownership
Workload

Disengagement

Burnout does not happen because volunteers do not care —
it happens when systems do not support their care.




The Hidden Workload Behind Member Support

Where Volunteer Time Goes

Repetitive lllustrative workload pattern for a support-heavy volunteer portfolio.

Queries « 40-50% — Answering repetitive gueries
» 20-25% — Coordination & follow-ups

L » 15-20% — Event execution support
Coordinhation &

Follow-ups * 10-15% — Strategic Initiatives
Event Execution The Volunteer M tP Report notes that
Support @ e Volunteer Management Progress Report notes tha

volunteer leaders wear many hats across policy, training,
recruitment, supervision, data, partnership, and change
Strategic management. Of 21 tasks, 17 were the responsibility of at

Initiatives _
least half of respondents. Reducing repeated support

guestions can release scarce volunteer time for leadership

and engagement.




Top Repetitive Member Queries

Events & Logistics PDUs & Certification Membership & Volunteering
_ Renew PDU Quantity
Register for the Event Membership
Claiming
Upload
Determine Event Format Chapter Timing
Benefits
Check Session Start Time i
Volunteer Activity ID
Inquire About Certificate Guidance
Open Roles Location
Locate Recordings/Resources Contact Training
ontac
Information Contact
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Knowledge Gap:
When Answers Live in People

CURRENT STATE IMPACT ON CHAPTER
. SCALABILITY

A
LS
@: =
Inconsistent
Responses Slow

Onboarding

<D . % ) ] De:;?\rc}::\cy
2 B B A (_J Knowledge If knowledge lives in a system, scale becomes
A./ > N O possible — and new volunteers can contribute
B B oT. D @ /@g
. GAN
S

The Core Problem

When chapter knowledge lives only in tpeople, scale
Is limited. Board transitions, volunteer

event pressure expose the fragility of
undocumented processes.

urnover, and

Diff. Portfolios

New Vol. Depend Less Tir.ﬁ.e for Growth

confidently from day one.
Increased Risk |




Member Experience Impact “MISSED <>
\'DEADLINES -

‘\‘ /.\\ ‘ vl

CLEAR “°

Member experience is shaped by every small support ® ‘_ INSTANT

Interaction, not only the event itself. When support is slow or {' = Y RESPONSES

Inconsistent, trust erodes — and volunteers spend time II\:IIRElIJVISgEFQ;EF?mneI Sans @ -
--------------------- @

clarifying instead of leading.

C\ONF LICTING ._.STRUCTURED

ANSWERS - | ESCALATION ~
* ABCDEFGHIJ KLMNOPQRSTUVWX
(i) Research insight: 68% of teams using Al chatbots saw reduced call/email REACTIVE BOARD C:ROACT'VE y
volume. 64% of agents with chatbots focus mostly on complex issues — o INVOLVEMENT ENGAGEMENT
versus 50% without. (Salesforce State of Service) . O =




The Opportunity: Standardize, Support, Scale

This Is the moment to shift how your chapter

operates — from reactive, person-dependent support
to a structured, governed system that scales.

From "who can answer this?" From scattered messages From always-on dependency

To "where Is the approved answer?" To a governed knowledge system To a structured first-response layer

PN
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What Are Virtual Volunteers? «..io

A Virtual Volunteer is an Al-supported chatbot connected to a structured chapter knowledge base that provides
Instant answers to common member questions and escalates complex or sensitive needs to human volunteers.

@ Chat Interface

Website, chat form, or
messaging/WhatsApp-
style channel

©

Knowledge Base
Approved FAQ sheet
with links, owners,
and last-updated
dates

Escalation Path

oY
o

Human volunteer
for complex or
sensitive cases

@ Al Model

Al or equivalent
response engine

Workflow layer

Automation Flow Q
o v

routes, logs, and

%

-©®
Review cycle, content
owners, and safe
boundaries




e Human-Led. Al-Supported.

The bot becomes the first-response layer. Human volunteers remain the trust layer.
Escalation is not a failure of automation — it is responsible design.

Bot Handles Human Volunteers Handle
Routine, factual, repeatable questions Judgment, empathy, and authority
(%D  EventFAQs 61 Resolutior
(%] PDU Guidance ?@ E’:{;gl
o5 embership (&)  Data Privacy
A Lo L piscussions

Contact :
éD Points gg%lf Leadership

Development




VALUE

Before vs. After Transformation

The goal Is not to automate the chapter. The goal is to automate repeated friction.

ava ¥y

.I:IEI\;T:ONSE g Hours or days  —-—-—--- 2> =g

AVAILABILITY :‘; Volunteer-dependent = — = - - > “ 24/7 ’

ANSWER O @ Varies by

QUALITY £ responder

VOLUNTERR Y@ ...

LOAD Q High repetition
2

MEMBER L Confusing or

JOURNEY @ fragmented

ESCALATION Informal and

person-dependent

Instant for
common queries

24/7 first-level
support

Standardized from
knowledge base

Reduced repetitive
workload

Guided with links
and next steps

Structured by topic
and owner



== Use Cases for PMI Chapters

CASES

EVENT
SUPPORT

PDU
SUPPORT

Renewal guidance and 9 Registration links, dates, PDU eligibility and
joining process C venue how to claim

e, Member benefits and Speaker details and Activity ID and CCRS

fl profile updates @ joining links guidance

Q Standard membership E Certificates and n Escalation to PDU
contacts Q recordings support lead

VOLUNTEERING SUPPORT TRAINING & CERTIFICATION
@ @

® E PMP session info and
learning resources

a Interest forms and
role categories
|

é @ Time commitment 8 Training portfolio
and onboarding
@
[

contact

@
Contact to O e

‘ Mentoring direction and
volunteering lead -

session alerts




<= Qperating Model: From Query to Resolution

I

Member Workflow Knowledge Reply or Feedback
Query Layer + Al Escalate Loop

The chatbot uses approved content from the knowledge base — it doesn't "know everything." the workflow layer acts as the
conductor, connecting input, knowledge, Al, logging, and escalation. Unanswered questions become new FAQ entries, making the
system smarter over time.

P
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ARCHITECTURE

with simple tools
before any enterprise investment.

This entire stack can be piloted
v,

Keep it light

g enough for

chapters to
maintain

0 Member Asks e Al Assistant e Knowledge Base

(Virtual Volunteer)

Category- e

©00

Website  Telegram WhatsApp

| |
c Members ask questions and looks for the best

from any channel answer

Human Escalation @
Visible & Easy

Architecture

Escalation logged
with context

(Source of Truth)

Answers come from the
validated knowledge base
(FAQs, policies, guides,
links, etc.)

Routed to the right
topic owner/volunteer

z@ Start simple. Pilot with free/low-cost
e

Scale smart. tools. Iterate. Expand.

User Access Automation Layer Al Layer
Website - QR Code - Messaging Bot Workflow layer: routing, logging, escalation

Human Escalation Knowledge Layer
Portfolio owner - Volunteer lead - Board contact FAQ Sheet / Notion / SharePoint

Make the
knowledge base
the source

of truth

o Instant Answer

Instant, accurate and
consistent answers for
common queries

Make human '

Qe .
P29 e.sc.:alatlon
visible and ‘
easy

Human Escalation
(When Needed)

0 ? [9; . Q@

Complex queries are
routed to the right
volunteer/owner

------ 9 ‘ seeccsccoe 9 V
Notification & tracking Resolved & knowledge
for follow-up base updated
Sl ,)-* More impact for chapters.

Al response engine — controlled, governed response




TOOLS

Why This Tool Stack?
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( - ) ) ;‘ . '\\__\/ ' @5 Guided Commands
@ [22]
Workflow Messaging or Web Bot —
Automation Layer Member Interface
Workflow platform connecting Mobile or web interface for
forms, Al, spreadsheets, and event/PDU FAQs, guided
messaging. Handles routing, commands, and escalation
logging, branching, and triggers.

debugging.

Al Response Engine

A selected Al or rules-based
response engine using approved
FAQ guardrails and chapter-
owned knowledge.



KNOWLEDGE

Knowledge Base Is the Heart

The chatbot is only the access layer — the knowledge base is the real
chapter asset. Al without structured knowledge creates risk. Al with
governed knowledge creates scale. Start with a spreadsheet before

Investing in advanced tools.

The quality of the chatbot depends directly on the quality and

freshness of the knowledge base.

CATEGORY || MEMBER | APPROVED
cg Vewsaswr, | QUESTION || ANSWER
LINKOR || PORTFOLIO | ESCALATION
RESOURCE . OWNER . CONTACT
LAST | STATUS

U P D ATE o (active/review/retired)

RETIRED

| 'E'
\AV
-




KNOWLEDGE

Sample Knowledge Base Entries

Convert repeated member questions into approved, owned, and reviewable answers.

@ Volunteer Query .‘3‘.

Q: How do | claim PDUs after
a chapter event?

A: PDUs may be auto-reported for
eligible chapter events. If manual
reporting is needed, use the activity
details shared in the event
communication.

& Owner:
& Training or Events portfolio

) Escalation:

PDU support volunteer

§e
@

>,

Q: How can | volunteer with the chapter?

A: Express interest through the chapter
volunteer form. Opportunities may include
events, communications, training,
outreach, technology, and

member engagement.

Owner:
Volunteering portfolio

Escalation:
VP / Director of Volunteering




IMPLEMENTATION

Low-Cost Implementation Options

KNOWLEDGE BASE AUTOMATION & Al

Website chat or Workflow tool for routing

Google Sheets / Excel > | "
‘__J ORline | intake form | and logging
| I et s ot s s e e e e e s e e S B e o e e e e o ‘
e T e i S et | |
| | Website chatbot GE Al response engine for
‘ widget response generation
| @ Notion / SharePoint : ’ i o e . R O W cwmpsunawaww | | taaveianssa e NPT s e

| ofla] Messaging bot Controlled prompts with

| L B oy or QR code governance-approved
i | ' ' FAQ context

SIMpIe SSVAop WhatsApp (after Zapier / Make
database later
governance matures) alternatives if preferred




= Multi-Channel Rollout Plan

7 »\ Phase2— /) P
messaging

Phase 1 —

Website

®
,0® ¢
©

fg

Website chat or &
rﬂ intake form — controlled ®
public FAQ pilot.

SUBMIT

Mobile-first event and WhatsApp / Email / other
° Stable, public, easier — PDU support. @ channels — only after
to control, governance is stable.

4 Bot commands for
Useful for prospective b quick navigation.

a@» members.

G) Keep the same approved answers and escalation rules across all channels.




ROADMAP GOVERNANCE

30-60-90 Day Pilot Blueprint

Days 1-30: Prepare Days 61-90: Scale
ldentify top 20—30 repeated questions. Build FAQ sheet. Launch messaging or web bot. Add QR codes to events.
Assign portfolio owners. Select one pilot channel. Design Track usage and unresolved questions. Review
the workflow route. Define escalation criteria. escalation logs. Decide go/no-go for wider rollout.

2 El

Days 31-60: Pilot

Deploy Website chat or intake form. Connect a governed response
engine. Test with board and volunteers. Refine inaccurate
answers. Log escalations.

Do not start with a perfect bot. Start with a governed pilot. Governance is what makes the system trustworthy

E_ ~— monthly FAQ reviews, clear escalation paths, and version-controlled knowledge are non-negotiable. -



GOVERNANCE

Governance Model

G Good governance isn't red tape — it's the foundation of a system people can trust.

CORE PRACTICES

Chapter Sponsor

(strategic alignment)

X @ Review and refresh FAQs

every month

=10

Q

Review Group

(logs, errors,
improvements)

Content Owners

(maintain approved
answers)

@ Conduct a quarterly
governance health check

o

=

L

@ Maintain a version-controlled
knowledge base

GOVERNANCE
ROLES

@ Define a clear escalation path
for every category

-----

@ Never store sensitive data
without explicit approval
o

= @ Test all workflows
V.= before every event

Escalation Volunteers

(handle complex
requests)

Bot Administrator

(run workflow
and config)




GOVERNANCE

Escalation Matrix: Bot vs. Human

8 A\ ESCALATE TO HUMAN

Event date, time, and location Complaints or grievances

. : i Refund requests
Registration and joining links

Sponsorship proposals

Standard PDU guidance
;‘i’; Partnership discussions
Volunteer form links
G Personal data issues
Public membership info
) Policy exceptions

General chapter contacts

z&a Conflict or member dissatisfaction
FAQ-based directional support % ' . .

= Anything requiring empathy or authority

"l can provide general guidance, but this request needs a chapter volunteer."




Risk-Aware Implementation
)

Restrict to approved KB;
review samples monthly

Wrong Al Answer

2 Monthly content review
Outdated Answer l x with last-updated field

Test workflows before
launch; use logs

Automation Error

\,_4| \!!! &>

Avoid collecting personal data;
limit storage

Use controlled prompts and
FAQ context

Promote via QR codes,
events, newsletters

Position as support,
not replacement

Data Set Owner SLA Status

Customer Pll | SarahT. | <4hrs Met Deﬂne owner and

SLA per category

Financial Data | John O. <2hrs | Warning

Product Info | Marketing | <8hrs Met

System Logs IT Ops <lhr Critical

: ~ o
) N _ [ om . T 2
o N5 JOMONe [E
D)) —_
N wA . BN | S T
\ ) & s [ -
- ‘ = B ! O
\ |
\ i

® Al governance does not need to be complicated — but it must be intentional.




[ BOUNDARIES ]

What Not to Automate

Al USE POLICIES: BEST PRACTICES
& Do Not Fully Automate Use Al For

Comblaints and gr‘ievances. "~ Financial disputes and [ Sensitive personai N ( Standardanswers [  Directional guidance N[ First-level triage and )

w refund decisions and FAQs and useful links status routing

. - Board decisions Conflict handling irst-level triage Capturing repeated
\_ Sponsorship negotiation /. and policy exceptions and ethical concemns & and status routing j \ Escalation preparation \_ questions 7,




ENGAGEMENT

Interactive Demo: Test the Idea

@ ~ Ask the Room

66 \What is one common
222/

question your chapter receives? 99

Classify It -
Decide: bot-answer case @ Q

or human-escalation case?

Bot-Answer Case Human-Escalation Case

=B ~ Build the Entry

S—  Turn the question into a
knowledge base entry.

Show the Response

. - &

Demonstrate how the bot answers and what next step it provides.




Sample Chatbot Conversations

4 ) a )
§53 PDU Support Example _9 Volunteering Example
.: .-'-,-j 4 ".; y_\ ;"', t;_‘_‘,’; . “'}',‘Lt . ‘.-,_.’\':.‘}—_,'._.‘ 5 1‘: _\“\“’“ “\. ) ( ,\,- ‘ \“ : ' .
PDUs may be auto-reported for eligible chapter Wonderful. - You can express interest through the |
events. o If manual reporting is required, pleas chapter volunteer form. 1. Opportunities may include:
s the activity details shared in the event email. <. I Byents g Communications B, g #; ulrsach
|, technology ™, and member engagement 28. )

: : : D
Time commitment varies by role. Short-term roles
may need a few hours around an event. ™.
Ongoing roles may need reqular weekly involve-

| ment. [%]. Would you like role categories? = |

A 5
| can connect you to the PDU support
volunteer. € 3. Please share the event >
_name and date. [ ) )

>

- N /. —» Escalation: route leadership role questions
A8% 2" tovolunteering portfolio

B -> Escalation: route to Training / Events portfolio

'




BLUEPRINT

Minimum Viable Virtual Volunteer

Start narrow. Learn fast. Scale responsibly.

Minimum Pilot Scope Avoid In First Pilot

» 20 approved FAQs + one knowledge sheet » Sensitive complaints, refunds, disputes, or
* One channel, one workflow tool workflow policy exceptions

* Al response engine with controlled prompt « Complaints or financial disputes

* One escalation route « Complex policy interpretation

* One monthly review meeting * Personal member data

* One dashboard or tracking sheet * Board-level decisions

e Scenarios requiring empathy or authority




REFERENCES

Key Takeaways + APA References

Takeaways APA References
g;;tl{al Volunteers Improve 1.Center for Effective Philanthropy. (2024). State of nonprofits 2024
iciency
Virtual volunteers enhance speed, What funders need tO knOW-
consistency, and accessibilit _
' }, 2.Independent Sector & Do Good Institute. (2025). Value of
Knowledge Base is Crucial volunteer time.
The knowledge base is more important than ] ] o
chatbot tools 3.Salesforce Research. (n.d.). State of service: Third edition.
Human Escalation Protects Trust 4.Salesforce. (2022). What is a chatbot and how is it changing
Human escalation maintains trust, empathy, Customer experience?

and governance

5.References support the cited CEP, volunteer-value, and

Practical Pilot Stack Creation .
chatbot/service data.

A knowledge base, workflow layer, and
response engine form a pilot stack

6.Use the QR/demo assets from the session to localize the pilot.

Start Small and Scale

Begin with a small pilot, govern well,

measure impact, and then scale Scale support with technology. Preserve trust with

people. Human-led. Al-supported. Member-focused.

Eh¢
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Please Take Our Session Survey!

Complete the session survey, located in 144060 - Ry P— I
your PMI Event App! ¢

Surveys
.« . More
Your feedback is important to us and helps R >

our speakers learn, grow, and improve!!

B Sponsors >

° ° */\7 Surveys >
Access this session’s survey: _

1. Open the PMI Event App >
2. Clickthe “More” menu item o >
3. Click “Surveys” to see available S@”’t

and completed surveys

4. Complete the brief survey for

thi '
fr \J &) B v & n =
Home Sessions My Agenda Inbox Home Sessions My Agenda Inbox More
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