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Knowledge Management

~ Lead, follow or let it go?

Simon Gundry, Knowledge Manager

sgundry@rm.com

mailto:sgundry@rm.com
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What is Knowledge 

Management?

ÅLaziness

ÅExplicit vs tacit

ÅMastermind

ÅLocation

ÅLead

ÅFollow

ÅLet it go?

Lead

How do you get started?

Knowledge Centric support
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Follow

ÅCustomer demand

ÅAnalytics

ÅEvents

How to evangelise

ÅYour authors

ÅYour Service leaders

ÅYour Customers
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Let it go? 

Whereôs knowledge 

going?

Are you a Charlotte or a Jeremy?

One thing that we have done and 

many that we haven't é yet!

http://www.knowledgeplaza.be/
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ÅTEC1010827 
ïWe want your feedback, please.

ï Did you watch and listen?

ïWas it helpful?

ï Did you attend the hosted Q&A session? If not, why not?

ï Have you signed up to the RSS feed?

Any thoughts or suggestions for future subjects, please scroll 

to the bottom of the article and use the article feedback box.

Canôt find what youôre looking for? Last year we 

responded to 32% of enquiries within 5 minutes ~ Give 

it a try!

Web 2.0 ~ Web 3.0

What might a successful 

model look like?

By kind permission of the Consortium for 
Service Innovation
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The Dynamics of the

Big Picture

Looking at support from the point of view 

of user demand

http://tinyurl.com/md7ee4
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www.serviceinnovation.org

17

Customer Exceptions

- A Definition -

Anything that inhibits 

or prevents the user from 

getting their work done.

Usability

Installation
Configuration

Interoperability
Defects

New Functionality How Toé

6/19/2009 @ copyright 2000-2006, Consortium for Service Innovation, 
www.serviceinnovation.org
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Organize the Support Center
(or help desk)

Assisted

Development/
Engineering

Level 1

Level 2

Level 3

ÅCreate levels or tiers 

of support

ÅEscalation model

ÅInvest in CRM 

ÅEach level solves 

80%, escalates 20%

Customer Demand
for Support

Product
Management
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Organize the Support Center
Assume 10,000 Incidents/month

Assisted

Development/
Engineering

Level 1

Level 2

Level 3

ÅThe funnel is good at 

filtering out known 

and simple issues at 

low cost

ÅLevel 1 is effective 

because they are 

handling mostly 

known issues

ÅOf 10,000 incidents a 

month, 80 come out 

the bottom of the 

funnel

Solve 80%

2,000

400

10,000

Solve 80%

Solve 80%

Customer Demand
for Support

80

Product
Management
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www.serviceinnovation.org

20

Create a Knowledge Base

Assisted

Development/
Engineering

Product
Management

ÅFix it once, use it 

often!

ÅKCS methodology; 

create and maintain 

knowledge as we 

solve issues

ÅPatterns in KB used 

to identify product 

improvements

Customer Demand
for Support

Level 1

Level 2

Level 3

6/19/2009 @ copyright 2000-2006, Consortium for Service Innovation, 
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Enable Customer Access

To the KB  

Assisted

Self-Help

Development/
Engineering

Product
Management

Customer Demand
for Support

ÅKCS creates Just-in-

time content in the 

context of the users

ÅMake most of what we 

know available to the 

customers

ÅCustomer success 

with self-help; solve 

known issues without 

calling

ÅAnd they will use the 

web for a lot more 

issues than they 

would call about 

Level 1

Level 2

Level 3


