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Initial Plan
● IT website needed an overhaul
● Make finding content and documentation easier for users
● Reorganize, clean up, and update content; delete outdated information
● Transfer content from old CMS site to KB
● Service owners would be primary content contributors



Pandemic operations changed our plan!
● Emergency communication mode
● Staff were stretched, content produced and deployed rapidly 



Service Catalog
● Move away from original CMS organization (departmental based)
● Organize based on services
● After we did our inventory of old CMS content we created a list of high level 

service categories and went from there
● Navigational structure
● Service categories that include lists of services and their solution(s)

○ Teaching, Learning, and Classrooms (Service Category) ---> Lecture Capture (Yuja) (Service 
& Solution)

○ Teaching, Learning, and Classrooms (Service Category) ---> Learning Management System 
(Service) ---> Blackboard (Solution), Google Classroom (Solution), Lon Capa (Solution)





CMS vs KB
● CMS includes relatively static content (ex. Staff contact information, 

organizational chart)
● Link out to KB on CMS
● Front door help & support unit landing pages
● Utilize search function in KB
● Search in our CMS pulls from Google and includes KB docs



Templates
● Assist in content creation
● Consistent formatting
● Navigation
● Coding















Lessons Learned
● We learned a lot from the pandemic
● Formal project planning with vision-setting would be helpful
● The KB is designed to be simple - use the search function first, supplement 

with navigation
● You’re never truly done with a website--the KB is the same!



Future Plans
● Groups
● Internal Use
● Other campus use



Questions?
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