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CX/UX is important for internal audiences, too
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Knowledge Centre 

user requirements

• Speed

• Accuracy

• Ease of use
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The Customer Experience
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Back to basics

• User research

• IA and navigation

• Taxonomy and metadata

• Templates and style guides

• Writing fundamentals
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When the 

experience is 

interacting with 

content, 

improving content 

improves the 

experience.
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Before
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That all you got?
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ROI: $240,000 

annually

• Elimination of errors and 
duplicates

• 25% efficiency gains with 
re-written pages
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What’s next
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Lessons 

learned
 Content and structure matters in a 

knowledge management system.

 Process experts and SMEs are 

not the best people to develop 

and maintain your knowledge 

centre.
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Lessons 

learned
 Involve the process experts and 

SMEs in the development of the 

new knowledge system and 

structures to get buy in.

 Simplifying content search and 

look-up results in more efficient 

CSRs, happier customers, and 

cost savings for your organization.
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Knowledge 

Centre 

“hacks”

 Improve page titles

 “Reverse a move out” not “Reversing 

a move out done in error”

 Create content models and 

templates

 Create a glossary; include 

acronyms
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