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Giving 85 years of operational know-how a permanent home - searchable, cited, and answerable
in plain language.

"85 years of operational knowledge lived in the heads of two people. This project gave it a
permanent home."

Situation

At Enderby Gas, the most critical operational knowledge had never lived in a document - it lived
in people. Dale, the senior dispatcher, knew every customer quirk, every winter road condition,
and exactly how to triage a no-heat emergency at 2am. That expertise is irreplaceable until
someone retires, gets sick, or isn't available when a new hire needs an answer.

PAIN POINT BUSINESS IMPACT

No documented SOPs for core
dispatch tasks

New hires take 6+ months to become independent; errors spike
during onboarding

Emergency protocols exist only in
Dale's memory

An untrained employee on a no-heat call risks delayed response
and liability

No searchable internal knowledge
base

Every question interrupts a senior employee - a bottleneck that
compounds in peak season

No way to transfer knowledge when
staff leave

One retirement creates immediate operational risk



The knowledge hub as a three-pillar ecosystem: a standardized SOP library, visual workflow maps, and an AI-powered
knowledge engine - turning tribal knowledge into rule-based, repeatable decisions.

Task

Capture the most critical operational knowledge into a structured, searchable, AI-powered
knowledge base - using only free-tier Google Workspace and Google AI tools, usable by
employees of any technical comfort, and demonstrably useful from day one.



Action - what I built

1. Five core SOPs (Google Docs)

Written in Dale's voice - a senior dispatcher speaking directly to a new hire. Each includes
purpose, applicability, numbered steps, exception callouts, escalation rules, and common
mistakes: Will-Call Order Procedure, No-Heat Emergency Triage, New Customer Onboarding,
DOT Inspection Pre-Check, Auto-Fill Eligibility Rules.

One SOP, visualized: the seven-phase Will-Call lifecycle - from intake and account verification through prioritization, DOT pre-
check, and delivery - with a safety screening script gating every step.

2. NotebookLM knowledge base

All five SOPs uploaded into an "Enderby Operations Library" notebook, so employees can ask
questions in plain language and get answers cited directly from the source documents - not
generic AI guesses.

3. A custom Gemini Gem, "Dale"

A persona-driven assistant configured to answer only from the SOPs, flag out-of-scope questions
instead of inventing answers, and lead with the most critical action first in emergencies.



Grounded, not guessed: NotebookLM walks through the four auto-fill eligibility criteria, with inline citations pointing back to the
exact source SOP for every claim.

Result - projected impact

METRIC
ESTIMATED
IMPACT

SOURCE CONTEXT

New-hire time-to-independence 6+ mo to 6-8 wks Structured onboarding & documented SOPs

Senior-employee interruptions -40-60% Searchable KB, first 90 days per new hire

Emergency-call accuracy Improved New hires follow documented protocol vs.
improvising

Knowledge retention on
departure

De-risked Core procedures now documented & searchable

Build cost $0 Free-tier Google Workspace & Google AI

"This system doesn't replace Dale. It means Dale's knowledge survives Dale."

Why it transfers to startups



It demonstrates three capabilities relevant to AI Ops, AI enablement, and knowledge-
management roles: hands-on AI tool configuration (a persona-driven Gemini Gem is prompt
engineering, not just usage), knowledge architecture (structuring tacit knowledge into AI-ready
SOPs), and practical implementation - every tool is free and replicable by any small business in
under two weeks, at $0 cost.

Enderby Gas is a real company used with the owner's permission. All names, customer data, and operational figures are
simulated for portfolio purposes; impact figures are projected from published industry benchmarks, not deployed results. No
proprietary records were used.


