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IThe Requirement — The Vision building the KMS

Content

Knowledge Management System

Understanding
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I Early days

bbb00
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New world

Unified Processes Unified data set (Basic is best)

Unified Do o sustainment baselines

Standard team structure scaled
appropriately to region size

Management of RIO’s

unication
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New World (cont'd)

Reduces
duplication of

effort

Eradicates
Single Point
Failure

Broadens
visibility

Standardises
methods and
procedures

Removes
Process silos

Produces
SME’s in
service not
process

Provides
greater value
to the
customer
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I Boeing Never Sleeps......Why Should IT!
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ICustomer Base

39 Members of Staff

3 Customers

SCIS SBLS BDUK

Customer base 100,000+ Customer base 2,500+ Customer base 3,000+
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IService Desk

Log and Search

Phone/Email Categorise Knowledge _° . Match to open
(KA, PM, KE) incident

Escalate

to incident
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IThe ideal situation

just done a
h and have a
around that will

Great, that solution
worked, thanks very
much!

Knowledge

Service health

Interaction

BTO

Copyright © 2019 Boeing. All rights reserved. 10



I Business Requirements

Document Segregation

Customer Segregation

OTL General

ocumentation

BTL Technical
Documentation

Process
Documentation
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4—-\_ ITIL Process
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I “Cost” v “Value” v “Support” — (iine v 3<iine)

15t Line 2" Line 3" Line / supplier Total

st saving
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IShifting Left

4t [ine to User — Frees up SMEs

* Sharing knowledge at correct level
* Making sure it’s understood at the correct level

* Customer Service Resolution Quick especially at 15t line
* Reduces Business Cost
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I Knowledge in the Service Desk

e Putting Knowledge in Call Quality Checks

e Putting Knowledge in BG&Os

* Checks on 15t time fix levels

* Affiliation of CSD agents with 2" line — exposing them to 2" line SMEs
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I Audits/Reviews/E

Email Qualities

Week2

Vieek 3
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Challenges

* Process

* Too much knowledge at the wrong level
e Searching takes too long
* Too technical at the wrong level
e Duplication
e Out of date KM articles
* Causes miss information and leads to further issues

* People
e Staff turnover
* People not wanting to share “if | give it up, I'll lose my job”
* Training
* Technology
* Toolset — needs investment (10yrs into the current toolset journey)

* Not always easy to locate the correct document 15t time
* Customisation




Ilnputs / Outputs - KMS

Service Operations

. " * Service Improvements
* Service Transition

 CSI

* Archived data and information

T * Feedback to Authority via
* Data Repositories reporting

* Customer feedback  Collaborative working with 3

party suppliers

* Knowledge Sharing with ATLAS
SPOC

e Performance Reporting

« 31 party Suppliers / SPOC KB
 BDUKRIM

* OSA Review

* Customer ‘self-help’
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Toolset Requirement

 Knowledge article information segregation between separate
customers/contracts.

 Knowledge article information segregation between different ‘user
groups’.

* Knowledge Management to be as ‘ITIL compliant’ as possible.

* Regular scheduled review of knowledge articles

* Ensure the relevancy of submitted ‘feedback’ prior to publishing.

 Knowledge articles to fall under the Change Management process (as per
best practice/ITIL).

 Method for ‘chasing’ of outstanding KM Document change tasks.

 Knowledge article statistical reporting.

* Knowledge available to the customer / Self-Service.



I Service Management — Previous Model

In order to become more agile the ringfences were removed. o
This model encouraged ringfencing which reduced efficiency by limiting knowledge as well as flexibility across each of the

six ITIL defined processes.

vv‘vvvvv.vvvvvvvvvvv;vvvv\/v.vvv\JV’vg
| |

v v v v v

VAN

Software and Incident Management Problem Management Change Management Service Request Service Level Analyst
configuration Specialist Specialist Specialist Management Specialist
Management Specialist
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IService Management — New Model

The individuaiqill be cross traineghin each of the sixgarocesses allowinﬁem to evolve int'
integrated SerMee Management sPeécialists, divided a!ordingly across service portfolio.

i EH T

Service Management Specialists
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IThe Law (getting the message out there)

Fundamental Laws There are fundamental laws we all live by:
* Conservation of energy law
* Energy can be neither created nor be destroyed .....
 Newton's laws of motion
* An object at rest stays at rest and an object in motion stays in
motion...
Proposed new law
The Law of Knowledge Management
 Knowledge Transferred or Shared is not lost to the originator...
Based on the new Law of Knowledge Management:
 Knowledge Sharing is equivalent to Knowledge Transfer
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I Do we have it right?
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Thank you
&
Any Questions
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