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I n t r o d u c t i o n

• About me
• AITS Service Desk

• 10 FTE, 3 students
• KB user since 2015



O u r  C h a l l e n g e

• Transition all KB duties and maintenance for the 
University of Illinois System Offices to the AITS Service 
Desk within 6 months

• Questions:
• What dut ies exact ly?
• Train ing?
• Just  l i f t  and shi f t?
• Distr ibut ing the work?
• After t rans i t ion,  then what?



Agenda
Background

Defining the duties
Building skills and talents

Distributing the work
The road ahead



B a c k g r o u n d

• Our KB
• https://answers.u i l l ino is .edu/systemoff ices
• 1424 act ive art ic les
• Distr ibuted ownership model
• Was mainta ined by 1 FTE

• Where the Service Desk lives!
• Pr imary resource for  ass ist ing customers
• Pr imary resource for  our internal  docs
• Screen new art ic les with customer eye
• Own 15% of act ive content

https://answers.uillinois.edu/systemoffices


B a c k g r o u n d

• The Transition Period
• February 2020 – July 2020

• Use an iterative approach
• One step at  a t ime



D e f i n i n g  t h e  d u t i e s

• Identified 23 individual tasks
• The immediate tasks:

• Reviewing & act ivat ing new/edited art ic les
• Expired document handl ing
• Responding to user feedback
• Reass igning ownership when people leave



D e f i n i n g  t h e  d u t i e s

• From those tasks, we identified 11 roles
• The immediate roles...
• KB Content Reviewer (Level 1)

• F i r s t  po in t  o f  contac t  fo r  hand l ing  document  ac t i va t ion  
reques ts ,  exp i red  documents ,  user  feedback ,  and  
reques ts  to  share  documents

• Rev iews exp i r ing  and  exp i red  KB ar t i c l es ,  fo l l ow ing  up  
w i th  KB Ar t i c l e  Owners  and  reass ign ing  a r t i c l e  
ownersh ip  as  necessary

• As par t  o f  rev iew,  engages  w i th  Ar t i c l e  Owners  as  
necessary

• Ensures  accuracy  and  qua l i ty  o f  content  i s  met  be fo re  
pub l i sh ing

• Ab le  to  make minor  updates  to  documents  as  needed 



D e f i n i n g  t h e  d u t i e s

• KB Content Reviewer (Level 2)
• Edi ts  ex is t ing documents  that  requ i re  extens ive 

updates
• Proact ive ly  works  wi th Serv ice Owners  and Serv ice 

Admins to  create,  update,  manage,  and pub l i sh KB 
ar t i c les  in  support  o f  IT serv ices

• Manages KB users  and groups
• Works wi th KB S i te  Admin is t rator  to  ensure the KB 

as a  whole i s  wel l  organ ized and easy to  use.
• Works independent ly  and co l laborat ive ly  on KB 

improvement  pro jects
• Helps KB S i te  Admin is t rator  mainta in KB 

organ izat ion ( top ics  t ree,  etc .)  



D e f i n i n g  t h e  d u t i e s

• KB Content Designer
• Focus on the "presentat ion" and "pol ish" of  the 

KB content
• Has sharp eye for  wr i t ing and edi t ing.
• Ski l led in wr i t ing c lear and conc ise support  

art ic les
• Wel l  versed in HTML and CSS
• Funct ional  knowledge of Javascr ipt
• Expert  in import ing documentat ion from external  

sources such as Microsoft  Word,  PDF, web pages 



D e f i n i n g  t h e  d u t i e s

• KB Content Lead
• Oversees the work,  coordinat ion,  and tra in ing of  

Content Managers and Content Des igners
• Manages KB improvement projects  

• Started by communicating the roles to the team
• You can serve in mult ip le ro les
• Start  where you are



B u i l d i n g  s k i l l s  &  t a l e n t s

• Training...we needed it!
• The basics

• kbGuide
• HTML/CSS/Javascr ipt t ra in ing
• Technica l  wr i t ing tra in ing

• We needed more...



B u i l d i n g  s k i l l s  &  t a l e n t s

• We built a training video library in Kaltura
• We had collaborative demonstration sessions

• Tips & Tr icks t ra in ing ser ies
• We had experienced mentors
• We had motivation...

• A strong sense of  ownership
• th is  was our KB!

• Phase-in approach with some tasks 
• After t ra in ing was completed
• We handled the task on certa in days of  the week



D i s t r i b u t i n g  t h e  w o r k

• Easy...Use the ticketing system
• Act ivat ion request emai ls
• Expired document emai ls



Distributing the work – KB Tickets



T h e  r o a d  a h e a d

• Communicate the transition
• Practice & refine “soft” skills
• Continued Tips & Tricks sessions
• Fill the role of “KB Trainer”
• Start on tasks towards KB improvement

• Ident i fy ing and remedying outdated and 
unhelpfu l  art ic les

• Beaut i fy ex ist ing art ic les
• Topics
• Class i f icat ions ( instruct ional  vs.  t roubleshoot ing 

vs.  reference)



Thanks!

Shawn Lee
Asst. Director – Service Desk

lee13@uillinois.edu
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