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Abstract---In search of the possibilities for providing best 

service to their clients, Most of the service Based I.T 

Organisations came up with idea of Knowledge 

Management System which helps them to focus on 

Knowledge Centric approach. The purpose of Knowledge 

Management System is to deliver value to an organization. 

The goal of KM is to harness knowledge resources and 

knowledge capabilities of the business to enable the 

organization to learn and adapt to its changing environment. 

Therefore, KM practices aim to draw out the tacit 

knowledge people have acquired, what they carry around 

with them, what they observe and learn from their 

experience, rather than what is usually explicitly stated. The 

knowledge executive process is about acquisition, creation, 

packaging, and application or reuse of knowledge. Standard 

Operating Procedures helps the industries to get detailed 

view of the clients and help Organisation to serve their 

clients in most successful manner. 
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I. INTRODUCTION 

In ever changing market place, where only certainty is 

uncertainty, corporate success comes from consistently 

creating, disseminating and using new knowledge. digital 

firm, and transformation of industrial economies are four 

powerful worldwide changes which have altered the 

business environment (Laudon, 2002). Many organizations 

are primarily knowledge-focused. They obtain data and 

information and produce either a product or service. In this 

production process they use their own, and others, 

knowledge and information. Much of the knowledge in an 

enterprise is grounded in the minds of employees. Past 

experience and internal learning create processes, insights, 

methodologies, know-how and understanding that represent 

what the business is and how it adds value. Since knowledge 

is the most basic of all competencies, its recognition, 

creation, application, and management should be a critical 

success factor for attainment of a competitive advantage.  

Managing Knowledge assets will give the enterprises an 

upper hand in the competition among other industries. 

Organizations are discovering that they need to do a better 

job of capturing, distributing, sharing, preserving, securing, 

and valuing this precious knowledge in order to stay ahead 

of their competition (Liebowitz & Beckman, 1998).The 

business environment is changing momentarily which 

demands for the need of knowledge management. 

Knowledge management is not unknown to I.T industries 

especially Service based I.T industry [1]. These kinds of 

industries will be dealing with huge amount knowledge, 

which need to preserve for further processing. 

II. INCIDENT AND INCIDENT MANAGEMENT 

An incident is an unplanned interruption to an IT Service or 

reduction in the Quality of an IT Service. Failure of any 

Item, software or hardware, used in the support of a system 

that has not yet affected service is also an Incident [6]. For 

example, the failure of one component of a redundant high 

availability configuration is an incident even though it does 

not interrupt service. An incident occurs when the 

operational status of a production item changes from 

working to failing or about to fail, resulting in a condition in 

which the item is not functioning as it was designed or 

implemented.  The resolution for an incident involves 

implementing a repair to restore the item to its original state. 

Incident Management is the process for handling all 

incidents; this can include failures, degradation of service or 

questions reported by users, by technical staff, or 

automatically detected and reported by event monitoring 

tools. The primary goal of the Incident Management process 

is to restore normal service operation as quickly as possible 

and minimize the adverse impact on ITS business operation 

[6], [7]. 

Incident management alert enables organizations to 

create and manage communications related to incidents. 

This allows incident administrators to bring together all 

involved users during these events and establish quick and 

easy communication within this group. For example, a 

major problem occurs in an organization's server room, 

leading to a high-priority incident being raised. The incident 

could potentially impact all users, so it is important to bring 

together key representatives and communicate quickly and 

effectively. An incident alert can facilitate this 

communication process and help resolve the source incident. 

There are three metrics for determining the order in which 

incidents are processed. 

 Impact: The effect an incident has on business.  

 Urgency: The extent to which the incident's resolution 

can bear delay.  

 Priority: How quickly the service desk should address 

the incident. 

Priority of the incident is dependent on the urgency 

and impact of the incident. An incident with higher impact 

and urgency will be having the higher priority and need to 

get attention first. 

 

Fig. 1: Incident Life Cycle 

http://wiki.servicenow.com/index.php?title=File:Incident_Alert_State.png
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Incident alerts are created with a New state 

 From New, the state can be changed to Work in 

progress, Cancelled, or Resolved.  

 The state automatically changes from New to Work in 

Progress if the Actions Taken field is updated. 

 From Work in Progress, the state can be changed to 

Resolved or Cancelled.  

 Only the alert creator or a user with the admin role can 

Cancel an incident alert.  

Once the incident is solved the details regarding the 

incident will be updated in the knowledge management 

system which will be used as a reference later for solving 

similar issues. 

III. KNOWLEDGE AND KNOWLEDGE MANAGEMENT 

SYSTEM 

After review literature the most apt definition that I felt for 

knowledge is from Davenport and Prusak (1998) which says 

that knowledge is a fluid mix of framed experience, values, 

contextual information, and expert insight that provides a 

framework for evaluating and incorporating new 

experiences and information. For knowledge management I 

have accepted definition of knowledge management form 

APQC (1996) which states that Knowledge management is a 

conscious strategy of getting the right knowledge to the right 

people at the right time. When we relate the knowledge 

management with service based IT industries it’s very much 

in relation with the incidents (tickets) raised by their 

clients.Fig.2 shows the relation between incident and service 

knowledge management system, it shows how the 

knowledge related to each incident is being updated to the 

knowledge management system These incidents/tickets are 

classified as incidents, Changes, Problems. The tickets can 

be further grouped by Customer, Tower (Technology) and 

assigned to individuals engineers. There are different levels 

of engineers classified based on the complexity of the ticket. 

Most of the Industries basically have 3 levels of engineers 

.Level 1 engineers will be handling small issues like 

password change or providing accessibility, Level 2 and 

level 3 engineers deals with critical issues related to server 

,storage, infrastructure etc. For solving each of these tickets 

these engineers are assigned for follow certain procedures 

accepted by the clients. Sometimes Engineers itself won’t be 

able to solve the issues in such situation they need to contact 

the mother company who owns the product for solving the 

issue. For example if some issues happen to Microsoft 

outlook which any level of engineers is not able to solve 

they will be contacting Microsoft for getting the issue 

solved. Problem with this kind of approach is, the company 

which contacts the mother company is bound to pay for the 

service they render from the mother company. Here comes 

the excellence of knowledge management system if the 

same issue happens again, there is no need for the 

Organisation/Engineers to contact for help if the since it will 

be captured by the knowledge management system. The 

engineers who are solving the tickets are required to keep 

details and procedure they followed for solving the issue 

with the knowledge management System. This approach not 

only helps to solve the issue efficiently for the second time 

but also helps to save the time. Knowledge management 

system helps the industries to reduce the man power and 

time there by increasing the profit of the firm. 

 

IV. STANDARD OPERATING PROCEDURE 

Standard Operating Procedures are very much related to 

Knowledge Management System and Issue solving. A SOP 

is a document consisting of step-by-step information on how 

to execute a task. An existing SOP may need to just be 

modified and updated, or you may be in a scenario where 

you have to write one from scratch[4]. When it comes to 

Knowledge Management the clients have the freedom to 

specify in SOP, what kind of information to be displayed 

when the engineers are searching for the issues in the 

knowledge management system that depends on different 

levels of engineers. Each level of Engineers will be having 

restricted access to the knowledge management system 

which will be specified by the clients. SOP also provide 

facility for the client to submit request for certain change in 

the standard procedures which can be details regarding any 

issue, deletion or addition of any product, change in 

technology etc. 

 

Fig. 2: Incident and Knowledge Management Process 

V. CONCLUSION 

Knowledge Management system and Standard procedures 

now  a days   becoming vital system  for service based IT 

industries .Through knowledge management system IT 

industries are able to save much time from the dilemma of 

How to solve an issue(incident) and thereby reducing the 

man power and  increasing the industries’ profit. Knowledge 

centric approach gives the industries upper hand in the 

market.  Standard procedures provides the industries a clear 

cut idea regarding their client and satisfy their client which 

is the ultimate aim of any companies. 
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