Knowledge Base
Management: Concepts,
Purpose, and Examples
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Course scope: what a knowledge base is,
why it matters, and how it is governed
and maintained

Learning outcomes tailored to knowledge
managers, support teams, content owners,
and subject-matter experts

Course path: concepts, business value,
quality, platforms, practical examples,
first 90 days, next steps

Guiding principle: a knowledge base is
a managed product and service, not a
document folder

Core framing: documentation is the artifact;
management is the system around it




Why Knowledge Base Management Matters Now

Common starting
pains: stale articles,
duplicates, inconsistent
answers, poor findability,
unclear ownership

Documentation is
the artifact;
management is

the system around it

Three recurring jobs: Rising stakes:
capture knowledge, self-service demand,
organize for discovery, Al-assisted retrieval,
distribute at the and distributed teams

moment of need



Core Concepts and Terminology
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Knowledge base: searchable source
of truth for customers or employees

Article: captured problem description,
environment, resolution, and optional cause

Taxonomy and metadata organize
content for findability, filters, and
access control

Knowledge types: how-to,
troubleshooting, reference, policy, and FAQ

Internal versus external shapes
access, tone, and review rigor

Wiki is a tool, not automatically
a managed knowledge base
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Knowledge Types, Boundaries, and Roles

Turn experience into reusable knowledge

Knowledge management vs.
document management vs. content
management

Roles: knowledge managers,
content owners, SMEs, support
and operations

Call data (customer name, severity)
stays out of articles

Problem description, environment,
resolution, and cause are reusable

Capture the requestor's own words
to improve findability

Article states: work in progress,
not validated, validated, archived
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Key Roles in Knowledge
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Knowledge Content SMEs Support
managers owners and operations
Article States
b
- - -
Work in Not Validated Archived
progress validated
® Clearer knowledge

® Faster support

@® Greater reuse



Purpose and Business Value

KNOWLEDGE TODAY. BETTER OUTCOMES TOMORROW.
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Faster resolution, Lower onboarding Self-service builds Track deflection, FCR,

consistent answers, time and less customer and time to proficiency,

fewer repeat questions duplicated effort employee trust article reuse, search
success

Caution: deflection measures containment:
resolution measures outcome



Making the Case with Numbers

Self-service
costs $0.10-$0.25
vs. $6-$13 per

assisted contact

67% prefer self-service;

.... 91% will use a tailored
knowledge base A——

$0.10-$0.25 $6-$13
Self-service per assisted contact
Deflection benchmarks 20%-40% 50%-65%
span 20%-40% cross-industry; Sr=——a@ P.=—=="@
50%-65% for mature SaaS Cross-industry for mature SaaS

Higher FCR lowers cost — Deflection measures
per resolution: $19.01 at 71%, — containment, not resolution—
$16.88 at 80% validate it with your baseline




The Knowledge Lifecycle and Governance Model
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Lifecycle: identify gap, draft,
SME review, quality review,
approve, publish, monitor, review,
update, merge, archive, or retire

Named owners, reviewers, and
escalation paths for every article

Governance models: centralized,
federated, or hybrid — each with
trade-offs

Risk-based reviews: high 30-90
days, medium 90-180, low
180-365, plus event triggers

Never allow ownerless content
to stay live indefinitely



Write for reuse: task-oriented
titles, scannable headings,
plain language

Three structure levels:
navigation, article-level layout,
deliberate cross-linking

Taxonomy needs inclusion rules
so categories like 'General' and
'‘Other' don't absorb unrelated
content

Metadata should power a defined
behavior: filters, permissions,
result presentation, governance
reporting

Search and Al retrieval depend
on clean structure, consistent
labels, and accurate metadata

Keep navigation shallow: five to
eight top-level categories per
product surface
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Tools, Platforms, and Al-Assisted

KNOWLEDGE

Knowledge Management
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Enterprise Al wikis Service Organization
search knowledge bases memory

| | | |

Better information ——> éB Al-Assisted Knowledge Management — >  Greater impact
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Four platform kinds: Select on search Keep content current Al capabilities: Control Al risk:
enterprise search, quality, permissions, via re-verification, drafting, summarization, citations, provenance,
Al wikis, service integrations, analytics, Al stale flags, suggested answers, conflict detection,
knowledge bases, authoring, and fact-level tracking, semantic search, and human review

organization memory security (SSO, RBAC) workflow capture gap detection



Practical Example: Support Team Reduces Repeat Tickets

Adopt in-workflow knowledge capture plus a structured troubleshooting template

Agents search first, update articles in use, and capture new issues from cases
Results: higher article attach rate, faster time to relief, fewer repeat contacts
Key enablers: clear scope, empowered frontline authors, simple template, streamlined review

Pitfalls: approval delays, stale or duplicate content



Practical Examples: Operations and Onboarding

Operations Onboarding

Operations team documents standard procedures with named owners
Event-based review cycles keep runbooks current and trusted
Onboarding knowledge base shortens ramp time for new hires

Captures SME handoffs and institutional knowledge before turnover

Shared pattern: clear scope, named owners, simple templates, feedback loops



Common Pitfalls and How to Avoid Them

Structural root causes

retrieval flattening, conflicting sources,
unused metadata
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Content sprawl Orphaned content Tool-first thinking Low adoption Structural root causes
duplicated topics with articles lacking owners buying a platform poor search, unclear retrieval flattening,
no retirement process or review dates before defining value, no user conflicting sources,

governance feedback channel unused metadata
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Getting Started: Your First 90 Days

BETTER CONTENT
BRIGHTER OUTCOMES

FROM" A'S SIES SIMENT T.O0" M PACHT
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® Assess current state: ® Define minimum ® Prioritize high-demand ® Use risk-led rollout:
inventory repositories, viable governance: content areas from apply rules to one
name owners, flag roles, templates, search and ticket data; representative area
high-risk gaps review cadence, prove value fast before scaling

success metrics

® Establish a feedback loop and a reporting cadence for early progress

BUILD

GOVERN

SCALE A STRONGER
TOGETHER KNOWLEDGE FUTURE

STARTS HERE




Key Takeaways and Next Steps

FROM INSIGHT TO IMPACT

Manage knowledge as a product,
not a folder

Assign clear ownership and
design for findability

Each role: pick one concrete
next action

Resources: internal guides, =
follow-up sessions, audit templates

Assessment prompt: identify one L
improvement to start this quarter
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PersonWise.

PersonWise - Al digital-human course platform

Scan the code or click anywhere to watch this course live, with voice Q&A
personwise.ai/t/04bb6f00/public


https://personwise.ai/t/04bb6f00/public?entry_surface=public_courseware_pdf

