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Implementation 



Process 

Create an Incident 
Search the 

knowledge base 

Use the 
knowledge item 

Close the 
Incident 

Solve or escalate 

Close the Incident 

Add to knowledge 
base 

Edit 

Found the 
answer? 

Correct? 

No 

No 

Yes 

Yes 



Simplicity is key 

- Make a template  

- Structure 

- Describes content 

- Gives examples 

 





WIIFM 

- Reduction in durations 

- Reduction in repetitive tasks 

- Saves time 

- Proactive processes enabled 

- Projects 

- Problem management 



Measure 



Content Health 

• Uniqueness 

• Complete 

• Clarity 

 

• Title reflects article 

• Links valid 

• Metadata correct 



Assessing Value 

• Reuse 

• Reference 

• Feedback 

 

 



Targets to avoid 

- Number of Knowledge articles created 

- Number of Knowledge articles modified 

 

Goals based on activities will corrupt your knowledge base 

 



Further reading 

• Book: Collective Wisdom – 

Transforming Support through 

Knowledge 

• KCS® – Knowledge Centred Service 

• https://library.serviceinnovation.org/KCS 

• TOPdesk resources 



Summary 

Implement 

Measure 

• Embedded Process 

• Make it easy 
(template) 

• WIIFM 

• Health 

• Value 

• Avoid targets on 
creation and 
modification 



Thankyou for listening 

Hannah Price 

h.price@topdesk.com 

topdesk hannahcprice 


