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Kickstarting your knowledge repository 

One of the most challenging parts of starting your knowledge journey is how to populate it with the 

knowledge you already have.  Some practices, like Knowledge Centered Support, suggest a process of 

converting knowledge as you need it.  That way, you only convert knowledge into your new 

template/tool as someone needs it. 

What if you want to kick-start your repository?  To start filling it up with knowledge that you know will 

get used? 

Start by looking at supply and demand of knowledge and converting both into articles 

After you have populated your knowledge, you will need to put processes in place to continue to create 

and improve that knowledge, but these steps will get you a bit of a head start. 

Demand side 
Look at the types of questions that take the most time and effort for your team and your customers. 

Addressing this quadrant will give you the mental space and time to document answers to the high 

frequency/low impact and low frequency/high impact issues. 

Start with what you know 
For each demand driver that you find in the high frequency/high impact quadrant, use the following 

template as a foundation for creating knowledge to address it, both internal and external knowledge.  
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Knowledge to address demand  

Time Specific knowledge to create/convert 

Pre-contact (what knowledge can I provide the 
customer ahead of time to help them without a 
person-to-person contact) 

 
 
 
 
 
 
 
 

During contact (what knowledge does the team 
member or customer need to shorten the 
person-to-person contact) 

 
 
 
 
 
 
 
 

Wrapping contact (what knowledge would be 
useful to help the customer the next time he or 
she has the same problem) 

 
 
 
 
 
 
 
 

 

Take 3-5 of these top demand drivers and use them to determine which knowledge should be created or 

converted.   

Pre-populate that knowledge before you open self-service for your customers. 

You’re half-way there 
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Supply side 
Look at the where your knowledge is coming from.  In many organizations, email lists or chat tools often 

carry some of the most important information.  Prioritize two or three using this template based on the 

supply rating. 

Where do we get knowledge from? 

Knowledge 
source 

Type of 
knowledge 

Who 
uses it 

How 
frequently 
do we use 
it (1-5) 

Where 
do we 
store it 

How 
difficult 
is it to 
find 
again 
(1-5) 

How 
frequently 
does it 
change (1-
5) 

Supply rating 
(average of 
use, change, 
and 
findability) 

Email from 
change 
managers 

Schedule for 
new updates 

Call 
center, 
field 

4 Email 5 4 4.333333333 

        

        

        

        

        

 

Start taking any information that comes in via these two or three knowledge channels and creating 

articles or modifying existing articles 

If you take both of these steps, you will create a significant number of articles.   

You aren’t done, though.  Don’t stop here 

Create your processes to 

1. Make knowledge creation and review part of “how we do things around here”, a key component 

of the way the team does its work 

2. Coach team members in creating better articles 

3. Mine data from the knowledge base to address demand drivers proactively  
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