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Engineers & Boosted Incident Response




Executive Summary

In IT, velocity matters. Downtime kills momentum.

Our client faced a significant challenge: their critical system
documentation was scattered, outdated, and often
inaccessible during urgent incident response calls when every
second mattered. Engineers struggled to retrieve essential
knowledge quickly, leading to inefficiencies, extended

downtime, and inflated operational costs.

To solve this, we implemented a structured, scalable
Knowledge Management strategy. Within months, Innovatia
streamlined their knowledge-sharing process, cutting search
times, eliminating redundancies, and ensuring seamless
access to vital information. This case study highlights how our
tailored strategy and redesigned knowledge base enhanced

incident response and boosted operational efficiency.
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Business Challenge

- Scattered Information, Slower Troubleshooting: Lack of a single
source of truth, too many places to look, making troubleshooting

fime-consuming.

« Inconsistent and Unreliable Content: Redundant, outdated and

inaccurate information that is not reliable.

- Repetitive Questions, Wasted Effort: Experts spend excessive time

addressing the same issues due to poor knowledge accessibility.
« Single Point of Failure: When key knowledge lives in individuals’
minds, business continuity is at risk. If they leave, expertise

leaves with them —disrupting operations and decision-making.

- Impact on SLAs and Customer Satisfaction: Lengthy resolution

times lead to breached SLAs and frustrated customers.
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The Knowledge
Crisis Impact

Longer incident resolution times = Increased downtime costs High operational inefficiencies = Wasted engineer hours

When engineers struggle to find the right information, incidents Scattered, outdated documentation forces engineers to spend
take longer to resolve, leading to costly downtime and disrupted valuable time searching instead of solving problems, draining
operations. productivity.

Increased stress on on-call teams = Reduced productivity Loss of institutional knowledge = Hindered adaptability
Without quick access to critical knowledge, on-call teams face When expertise isn’t captured and shared, businesses lose key
mounting pressure, leading to burnout and reduced overall insights, making it harder to adapt, innovate, and stay
effectiveness. competitive.
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Our Approach

PHASE 1 v S PHASE 2

Explored and analyzed the
current state of knowledge
management and identified

Created a strategy to capture
and share knowledge effectively,
including a governance
framework and recommendations
for closing knowledge gaps.

areas for improvement.

PHASE4 ———————— : PHASE 3

Structured knowledge
management processes in
Confluence and provided sample

Recommended change
management processes to

ensure ongoing knowledge

management effectiveness and outputs to address knowledge

continuously improve processes. gaps and test the solution.




What We Found

1. Why Does Knowledge Get Lost Over the Years?

« Documentation Gap: People love absorbing new information
from peers and experts, but they need more guidance to jump
in and start documenting it for future reference.

« The “Perfection Paradox”: A lack of clear guidelines can lead to

employees withholding personal notes, believing that imperfect
information isn't valuable to others.
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What We Found

2. What's Stopping Knowledge Transfer?

o Unstructured Knowledge Sharing: SMEs and retiring experts are eager
to share their wisdom, but without a clear guide, knowledge gets lost
in translation.

« Mentorship Bottlenecks: Heavy reliance on senior engineers left
knowledge undocumented, causing delays, inconsistencies, and a
void when experts were unavailable.

« Reluctance to Ask Questions: New hires often shy away from group

discussions, opting for private chats or avoiding questions altogether
to avoid appearing inexperienced.
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What We Found

3. What Makes Knowledge Hard to Find?

» Fragmented Storage Locations: Disorganized, siloed tools led to
wasted time searching for information, ultimately causing
inefficiencies.

« Poorly Labeled Content: Lack of naming conventions made knowledge
retrieval difficult in times of urgency.

« Undocumented Legacy Knowledge: Years worth of institutional
expertise disappeared overnight when employees left.
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Our Solution: A Game-Changing,
Customized Knowledge Base

1. Centralized & Searchable
Knowledge Repository

2. Knowledge Prioritization
Framework

Migrated fragmented Identified and documented

documentation into a structured

Confluence workspace.

5. Standardized
Documentation Guidelines

4. Lightning-fast, Accurate
Knowledge Retrieval

Improved tagging, Established clear rules for
categorization, and metadata incident reports and
for instant searchability. troubleshooting guides.
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high-impact knowledge first.

3. Effortless Knowledge
Capture

Simplified documentation
templates & expert
interviews.

6. Sustainable Knowledge
Reliance

Provided a framework for
continuous updates, feedback
loops, and ownership
assignments.



User Experience

Improvements

QOO
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Knowledge Accessibility

Documentation Quality

Knowledge Self-Sufficiency

BEFORE

X' Engineers struggled to find
relevant information

quickly.

% Documentation was
unclear, incomplete, or
outdated.

X On-call engineers relied
heavily on group expertise
and ad-hoc mentorship.

AFTER

v~ Engineers accessed clear,

structured, and up-to-date

documentation instantly.

Documentation gaps were
addressed, ensuring clarity,
completeness, and up-to-
date information.

Less reliance on SMEs through
standardized templates and

an organized knowledge base.




Client Testimonials

“Projects like these drive tremendous business value! The
improvement in documentation is night and day!” - Product Manager

“The knowledge base showcase with the engineers went pretty well;
Webex chat lit up and saw lots of engagement!” - Director, Software
Engineering

“The grabbers and aggregators doc taught me things | didn't know,
which is great! This is a big help and I'm really happy to see these
docs and diagrams come into existence. They would have been huge
help for me early on.” - Site Reliability Engineer

“The Feature Flagging How-to Guides are very detailed,
comprehensive, and easy to follow. I'm impressed at how well
organized and detailed it is!” - Leader, Software Engineering

“The structure of the document is now much improved with clearer
flow and simplified outline the terms used are better defined and a lot
of the stuff accumulated over the years is now gone " - Software
Engineering Technical Leader
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Conclusion: Unlocking
Scalable Knowledge Management

Our client’s Knowledge Management transformation made it
easier for their engineers to find, share, and retain critical

knowledge during incident response and troubleshooting.

The resulte Faster issue resolution, less downtime, and happier
customers! By implementing a structured, sustainable
Knowledge Management system, our client has reduced

downtime and improved efficiency.

What could your team achieve with the right knowledge
strategy?
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(1 Innovatia, at a Glance:
Get to Know Us
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(D Innovatio
Let’s Talk!
How Can We Help?

Facing a critical knowledge gap that's hindering your business?

Our 20+ years of expertise in knowledge management and
content strategy equip us to deliver tailored solutions that bridge
the gap and ensure continuity. No more searching for crucial
information in a crisis. We'll help you access the knowledge

you need, when you need it.
Tell us your problem and we’ll show you how Innovatia can be

your partner for swift, effective knowledge transfer that ensures

business continuity and resilience.

>4 businessdevelopment@innovatia.net © Saint John, New Brunswick, Canada @) www.innovatia.net



https://www.innovatia.net/

