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Knowledge Management Best Practices

The old way:

ÁDedicated knowledge management team

ÁContent created in preparation of demand

ÁKnowledge is verified, validated, and published

ÁKnowledge is an optional resource

ÁYƴƻǿƭŜŘƎŜ ƛǎ ǎƻƳŜƻƴŜ ŜƭǎŜΩǎ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ

Known as Knowledge Engineering

ÁFollows a manufacturing process



Copyright © 2015 HDI. All rights reserved. 4

The Support Demand Curve

Time

Demand
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Dynamic Knowledge Management
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Knowledge Management Best Practices

The new way:
ÁCreate content as a by-product of solving problems    
ÁEvolve content based on demand and usage
ÁDevelop a KB of our collective experience to-date
ÁReward learning, collaboration, sharing and improving

Known as Knowledge-Centered Support (KCS)
ÁDeveloped by the Consortium for Service Innovation
ÁResearch began in 1992
ÁPromoted by HDI in 2003
ÁComplements and enhances ITIL

Simple premise: 
To capture, structure, and re-use support knowledge

KCS is a service mark of the Consortium for Service Innovation
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The Concepts of KCS

KCS is a methodology 

and a set of practices and processes 

that focuses on knowledge as a key asset 

of the support organization.

KCS is not something we do 

ƛƴ ŀŘŘƛǘƛƻƴ ǘƻ ǎƻƭǾƛƴƎ ǇǊƻōƭŜƳǎΧ

KCS becomes the way we solve problems
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Top Ten Reasons Support Centers Need KCS

10. Respond and resolve issues faster.

9. Provide answers to complex issues.

8. tǊƻǾƛŘŜ ŎƻƴǎƛǎǘŜƴǘ ŀƴǎǿŜǊǎ ǘƻ ŎǳǎǘƻƳŜǊΩǎ ǉǳŜǎǘƛƻƴǎΦ

7. Address support analyst burnout. 

6. Address the lack of time for training. 

5. Answering recurring questions.

4. LŘŜƴǘƛŦȅ ƻǇǇƻǊǘǳƴƛǘƛŜǎ ǘƻ ƭŜŀǊƴ ŦǊƻƳ ŎǳǎǘƻƳŜǊΩǎ ŜȄǇŜǊƛŜƴŎŜǎΦ 

3. Improve First Contact Resolution.

2. Enable self-service.

1. Lower support costs.
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Tangible Benefits

ÅOperational efficiency
Á Improved time to resolve 30% - 60% 
Á Increased support capacity 22% - >100%
Á Improved time to proficiency months to weeks
ÁEfficient creation of content to enable self-service
Á Identification/elimination of root causes 

ÅIncreased job satisfaction
ÁLess redundant work
ÁMore confidence
ÁReduced training time

ÅIncreased customer satisfaction
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Who Has Invested in KCS?

ÁLucent 

ÁNortel Networks 

ÁMotorola

Á3Com

ÁUnisys

ÁVeriSign

Á Intel

ÁNetApp

ÁBMC Software

ÁEMC

ÁMicrosoft 

ÁNovell 

ÁQAD

ÁHP

ÁOracle 

ÁLegato 

ÁLexmark

ÁSGI

ÁCompuCom

ÁAttachmate

ÁAllStateInsurance

ÁTampa ElecCO

ÁARAMARK

ÁTexas Instruments

ÁAbbott Labs

ÁJP Morgan Chase

ÁSanofi-Aventis 

ÁPepsi Co.

ÁBrigham Young 

University

Partial list
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Knowledge Centered Support Practices
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The Knowledge Article Concept

Customers

CompanyAnalysts

Integrating the 

experience of 
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Capture

ωIn the problem solving process

ωIn the moment

ωLƴ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŎƻƴǘŜȄǘ

ωInformation about the 
environment

ωRelevant content

ωWhen tacit becomes explicit

ωSearch the KB before you add

TheSolve Loop

Capture
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An Operational View
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Structure

ωRequires a template or form 

ωProvides context for content

ωImproves readability 

ωPromotes consistency

ωComplete thoughts, 
not complete sentences

ωKeep it simple

ωThe issue and environment define 
a framed article

The Solve Loop

Structure
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Incident
Å Customer called about a problem 

win WIN7 and an iPhone. The 
iPhonewill not sync.  Reviewed sync 
settings and could not find anything 
wrong. Customer has meeting and 
would like a call back tomorrow am. 

Å Talked to Bob about iPhone
problem, he is running Win7 on a 
LevenoT41 and he needs to disable 
the USB power management option.  
Bob asked to leave the call open 
until he reboots and test it. 

Article
Issue:
Å Cannot sync phone

Environment:
Å iPhone
Å Windows7

Cause:

Resolution: 
1. Disable USB power management.

How to disable USB power 
management

2. Reboot the PC. 

KCS Structure ςTechnical Service
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Å Issue

ïQuestion

ïError Message

ïSymptoms

ïKeywords

ÅEnvironment

ïApplication

ïHardware

ÅCause

ÅResolution

ïResolution Detail

ïLinks to Related Info

Å ID Number

ÅTitle

ÅAbstract / Summary

ÅMeta Data

ï Audience

ï Categorization

ï Create Date/Time

ï Modified Date/Time

ï Author / Modified By

ï Source

ï History Information

Structured Knowledge
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Reuse

ωSearch early, search often

ωSeek to understand what we 
collectively know

ωSearch words are candidate 
knowledge

ωLink relevant articles to 
incidents

The Solve Loop

Reuse
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Improve

ωJust-in-Time Quality

ωReuse is review

ωDemand driven article review

ωModify articles based on usage

ωUse It, Flag It or Fix It, Add It

ωLicensed to Modify

ωOwnership is shared

ωMigrate articles to new 
audiences based on demand

The Solve Loop

Improve
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What are all of the 
names of 

three-lettered 
creatures you can 

think of? 

Record your answers. 

Creatures Exercise
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ÅANT

ÅAPE

ÅAUK  (Bird)

ÅBAT

ÅBOA

ÅBOY

ÅBUG

ÅCAT

ÅCOD  (Fish)

ÅCOW

ÅDOG

ÅDOE

ÅEEL

ÅELK

ÅEWE

ÅFLY

ÅFOX

ÅGAL

ÅHEN

ÅHOG

ÅSNAKE

Creatures

ÅJAY  (Bird)

ÅKID
ÅKOI (Fish)

ÅMAN
ÅOWL
ÅPIG
ÅRAT
ÅRAY (Fish)

ÅROO
ÅYAK
ÅZHO (cross between a Yak 

& Cow)
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Content Health

ωKCS Article Structure

ωKCS Article Lifecycle

ωContent Standard 
Χ ǘŀƛƭƻǊŜŘ ǘƻ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴ

ωVisibility Matrix

ωKnowledge Monitoring

The Evolve Loop

Content
Health
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Minimum States:

ÅWork In Progress (WIP)

ÅDraft

ÅApproved

ÅPublished

Optional States:

ÅTechnical Review

ÅCompliance

ÅRework

ÅObsolete

The Knowledge Article Life Cycle
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Process Integration

ωStructured Problem Solving 
(SPS)

seeks to understand 
before seeking to solve

ωSeamless Technology 
Integration

ωSearch Technology for KCS

ωClosed Loop Feedback

The Evolve Loop

Process &
Integration
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Simple Incident Process

Create Incident

Search KB Article Found?

Article Correct ?

USE IT

Close Incident

Research or

Escalate

FLAG IT / FIX IT ADD IT

Yes

Yes

No

No

Solve It
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Performance Assessment

ωKCS competency model

ωIntegration subjective and 
objective metrics

ωMeasure lagging (results) and 
leading (activities)

ωTeam and value-creation 
measurements

ωFeedback systems
A Balanced Scorecard

The Evolve Loop

Performance
Assessment
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KCS Competencies

Competency defines system rights and privileges.

Some in the organization will stay, 

while others evolve.

Knowledge

Domain

Experts

KCS 

Coaches
KCS III

(Publisher)

KCS II 

(Contributor)
KCS I 

(Candidate)




