
KNOWLEDGE & SUPPORT CONTENT SYSTEM
Executive system brief | Conceptual blueprint

Decision in one sentence: Create one governed knowledge system that structures authoritative content for agents, customers, training,
managers, analytics, and grounded AI retrieval.

BUSINESS PROBLEM
Support organizations often have many documents but still struggle to provide consistent answers. Content is duplicated, search relies on exact
wording, ownership is unclear, feedback is disconnected, and AI tools retrieve from weak or stale source material.

SYSTEM DESIGN

1. Discover
Capture demand from searches, QA,
escalations, training, customers, and product
change.

2. Create
Use defined content types, templates,
metadata, examples, and audience rules.

3. Approve
Validate business, technical, legal, security, risk,
and usability requirements.

4. Publish
Release one governed source to approved
agent, customer, learning, and AI channels.

5. Use
Support decisions, troubleshooting,
explanations, onboarding, coaching, and
self-service.

6. Improve
Use analytics and feedback to create, update,
merge, restructure, retire, or escalate.

CONTENT ARCHITECTURE

Layer Examples

Domain Product, billing, account, service, policy, troubleshooting, onboarding

Intent Understand, diagnose, decide, perform, explain, escalate, recover

Audience Customer, frontline agent, specialist, manager, trainer, AI assistant

Context Channel, customer type, region, lifecycle stage, product version, risk level

Content type Concept, procedure, decision guide, troubleshooting, policy, reference

GOVERNANCE ROLES

Business owner
Authoritative policy or process

Knowledge manager
Structure, standards, lifecycle, analytics

Subject-matter expert
Technical and procedural accuracy

Content designer
Usable, audience-centered content

Channel owner
Delivery and presentation controls

Reviewer
Scheduled and event-triggered validation



IMPLEMENTATION ROADMAP

Timing Phase Primary work

Weeks 1-2 Discover Inventory systems, content, searches, owners, risks, and demand sources

Weeks 3-4 Architecture Define taxonomy, content types, metadata, templates, and source-of-truth rules

Weeks 5-6 Governance Set ownership, approvals, review SLAs, retirement, feedback, and prioritization

Weeks 7-9 Build & migrate Create priority content, remove duplicates, configure search, and map channels

Weeks 10-11 Pilot Test agent, customer, training, manager, and AI retrieval experiences

Weeks 12-14 Launch & stabilize Publish cadence, dashboards, ownership, training, and backlog governance

SUCCESS MEASURES

Content health
Ownership, currency, review status, duplication, and metadata
completeness

Retrieval
Search success, zero-result rate, result clicks, and time to useful answer

Use & feedback
Channel reuse, article usefulness, feedback closure, and unresolved
demand

Operational impact
Repeat contact, escalation, quality, resolution, onboarding, and AI answer
acceptance

AI READINESS
Grounded AI depends on an approved source corpus, audience and permission controls, retrieval metadata, visible citations, source dates,
confidence signals, conflicting-source detection, and clear escalation when evidence is weak.

EXPECTED OUTCOMES
Projected benefits include faster answer retrieval, more consistent resolutions, lower repeat demand, stronger self-service, more effective
onboarding, clearer content governance, and safer AI assistance. These are design targets and require pilot and production validation.

KEY TRADEOFFS
Centralization vs. ownership: centralize standards while domain teams remain accountable for accuracy.    Speed vs. governance: apply
stronger review to higher-risk content.    Reuse vs. audience fit: reuse one source while adapting presentation by channel.    Automation vs.
evidence: generated answers require approved, current, visible sources.
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