SOP Template: Documentation for Solution Knowledge
Base Updates

This SOP details the process for documentation for solution knowledge base updates, including guidelines for
submitting, reviewing, and approving content changes, maintaining version control, ensuring accuracy and relevance of
information, formatting standards, and roles and responsibilities of contributors. The objective is to keep the knowledge
base current, reliable, and accessible to all users, enhancing problem-solving efficiency and knowledge sharing within the
organization.

1. Purpose

To ensure all updates to the solution knowledge base are performed consistently, accurately, and transparently,
maintaining information reliability and accessibility for all users.

2. Scope

This SOP applies to all individuals responsible for contributing to, reviewing, and maintaining the organization's solution
knowledge base.

3. Definitions

Contributor: Any staff member who authors or proposes changes to KB articles.
¢ Reviewer: Individual(s) responsible for evaluating submissions for accuracy, completeness, and compliance.
¢ Approver: Person with final authority to publish or reject KB updates.

Version Control: System for tracking changes and maintaining article revision history.

4. Procedure

1. Submission of Updates
o Contributors draft updates using the approved template and submit proposals via the knowledge base
management system.
2. Review Process
o Reviewers assess submitted content for technical accuracy, clarity, and relevance.
o Feedback is provided and edits requested if required.
3. Approval
o Approver conducts a final review and either publishes or rejects the update.
o Rejections are accompanied by actionable feedback to the contributor.
4. Version Control
o All changes are logged in the version control system, including author name, date, summary of changes, and
revision number.
5. Communication
o Stakeholders are notified of significant changes through established communication channels.

5. Formatting Standards

¢ Use consistent language, terminology, and style as outlined in the organization's style guide.
e Format headings, lists, and tables clearly for readability.
¢ Include images or diagrams as needed, with appropriate captions and alt text.



¢ Reference sources where applicable.

6. Roles & Responsibilities

Role
Contributor
Reviewer
Approver

Knowledge Base Administrator

7. Review and Audit

Responsibility
Drafts and submits content updates following established guidelines.
Evaluates content for quality, accuracy, and compliance.
Provides final sign-off and publishes or rejects updates.

Maintains system access, version control, and oversees process adherence.

¢ The knowledge base is to be audited quarterly for outdated, redundant, or inaccurate information.

¢ Periodic reports on update frequency and quality assurance are submitted to management.

8. References

¢ Organization Style Guide

¢ Knowledge Base Management System User Manual

¢ Version Control Policy

9. Revision History

Date Version Description Author

2024-06-10 1.0

Initial SOP creation Documentation Team
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