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Print Service KBs
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Grouped by 

topic = category
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Link KB / category to multiple FEs / SEs
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 Can be useful

 But not always…!



Categories give tailored links

https://cern.service-now.com/service-

portal/topic.do?topic=Posters 
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Visibility choices
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 CERN: have to be logged in

 Public: can be seen without logging in

 Supporters: all supporters in Functional Element(s) linked

 Specific groups: assignment groups or certain e-groups



My KB recommendations
 Think what topics are relevant from user point of view e.g.

 Getting started – Advanced – Known Issues – Tips?

 By Operating System? Or OS Version? Or Client?

 Use lead word so no conflict with other FEs, if generic, e.g. 

 Twiki – Getting started Indico – Getting Started

 Sort is alphabetical, so use numbering if needed, e.g.

 Printing – 0 Getting Started  Printing – 1 General info

 Add keywords (= meta) to help users find your KB easily

 Change visibility as required
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How to add category to KB
 Open KB in SNOW tool, for Category, click on 

to open “Category picker” – Save at end
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If category does 

not exist, click 

on + to create it



Add Keywords = Meta to a KB
 Open KB in SNOW tool, underneath article body, add your 

keywords to the Meta field then click Save
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How to link different language to KB

 Open KB in SNOW tool, enter KB reference of 
translated version and Save
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Same KB, multiple FEs / SEs
 Open KB in SNOW tool, at bottom, click “Load related lists” then 

select appropriate tab & click Edit button to search & add then Save
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How to change Visibility
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 Open KB in SNOW tool, change Visibility, adding groups if 
choose “Specific groups” and Save

 CERN: have to be logged in

 Public: can be seen without logging in

 Supporters: all supporters in Functional Element(s) linked

 Specific groups: assignment groups or certain e-groups



New Portal – work in progress
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New Portal – work in progress
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New Portal – work in progress
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New Portal – work in progress
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New KB interface – work in progress
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New KB interface – work in progress
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SNOW KB benefits
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 Service Portal: known single point of entry & searchable

 Creation: any supporter in FE can create KB

 Approval workflow: FE managers before publishing

 Notification: all FE supporters receive email on publish

 Updates: yearly reminder sent to look & update (or retire)

 Grouping: by categories / language / multiple FEs & Keywords

 Visibility: can be different according to needs

 New look & feel: coming in Q2/Q3

 Quiet save: to avoid spamming!
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Thank you for your attention!

Questions?



home.cern


