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OVERVIEW
ÅSupport several TECO Energy Companies

Å24 analysts (Service Desk, Field and 3rd level)

Å4500+ team members

Å250+ applications



CHALLENGES

ÅFirst Contact Resolution - FCR

ÅInformation stored in different places

ÅDifferent solutions for the same issue

ÅTime for a Service Desk to be efficient on the phone

ÅAging work force

ÅKnowledge transfer

ÅNo self service



KEY BASELINE METRICS 
(before KCS)



Our 
Journey!



Buy-In

ÅAnalyst and Management Buy-in is everything to 
individual contributors
ÅIdentified goals

ÅIdentified key stakeholders (roles)

ÅFormed an Implementation team

ÅDeveloped project plan (discuss challenges)
ÅDeveloped training plan

ÅCreated communication plan



Be Clear about Your Purpose
What did we want to achieve?

ÅIncrease FCR 

ÅReduce MTTR 

ÅShorter call time 

ÅReduce time to proficiency

ÅShared knowledge

ÅEnable Self-Service



Set the 
stage!



Timeline of Events

1/2012

Reorg Done

4/2012

KCS 
Training

7/2012

KCS 
Designed

10/2012

KCS goes 
live

1/2014

Self-
Service 
Enabled

ERP



Implementation 
Teams



Content Vitality Team

ÅSolution life-cycle
ÅStyle Guide
ÅKnowledge Structure
ÅGood/bad examples
ÅVisibility matrix
ÅSQI (Solution Quality Index)
ÅCapture in the Workflow
ÅWorkflow for UFFA
ÅTraining material
ÅWorkflow for promoting article

Began on 4/13/2012 and completed on 6/28/2012 (14 Weeks)

Bill Clement
Team Lead



Performance Assessment Team

ÅFeedback (metrics and reports)

ÅRewards and recognition

ÅProficiency licenses

ÅBalanced scorecard

ÅIdentify and define metrics

ÅCriteria for KCS roles (KCS I, KCS II, etc.)

Began on 4/13/2012 and completed on 6/15/2012 (13 weeks)

Chris Oneal
Team Lead



Technology Map Team

ÅImplement knowledge structure

ÅCreate proficiency model

ÅBuild the visibility matrix

ÅDefine the UFFA workflow

Began on 4/13/2012 and completed on 6/29/2012 (14 weeks)

Ray Gougelet
Team Lead



KCS Licensing

ÅKCS I
ÅDraft Creator

ÅKCS II
ÅDraft Creator & Draft Approver

ÅKCS III
ÅDraft Creator & Draft Approver & Publisher

ÅKCS Coach
ÅCoaches Team Members



Communications Team

ÅKCS Theme

ÅFAQ

ÅTalking points

ÅCommunication Plan

ÅOne-liners and elevator speeches

Cay Robertson
Team Lead





TRAINING

ÅTrained 17 out of 24 analysts

ÅAll of management team trained

ÅDeveloped a common understanding and language

ÅCreated a shared vision for KCS

ÅConceived a shared theme for KCS



Results
(Where are we now?)



Did we accomplish our goals?

ÅIncrease FCR (went from 71% to 78% in first year)

ÅReduce MTTR (went from 3.5 hrs to 2 hrs)

ÅShorter call time (went from 8 minutes to 6 minutes)

ÅReduce time to proficiency (went from 4 to 6 weeks 
to less than 2 weeks)

ÅShared knowledge

ÅEnable Self-Service



FIRST CONTACT RESOLUTION
(ytd 2016)

80.20% 78%

FCR

FCR Goal



MEAN TIME TO RESOLVE
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CUSTOMER SATISFACTION



SELF SERVICE



KNOWLEDGE
WITHOUT

BORDERS



KCS Dashboard



KEY WORDS



Solution Quality Index



How do we ensure 
longevity and 
quality
Å Solution Quality Index

Å Effectiveness Measures

Å Mentoring

Å Licensing

ÅKCS I ςuses and contributes

ÅKCS II ςuses, contributes, enhances

ÅKCS III ςusers, contributes, enhances, 
publishes

ÅKCS Mentor ςmonitors the process 
and mentors the people

Licensing
KNOWLEDGE
WITHOUT

BORDERS

Cay Robertson, KCS I


