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Job Description

Knowledge Base Manager – Staff Hub
Date last updated/evaluated: May 2026
Author: Helen White
School / Department:			VC Office
Faculty / Directorate:			Professional Services
Job Family:				Management, Specialist and Administrative (MSA)
Grade:					Level 4
ERE Pathway (if applicable):		Not applicable
Post reporting to:			Associate Director, Staff Hubs
Post line report(s):			Not Applicable
Post base location:			Hybrid: Campus / Home 
A on‑campus presence of up to 3 days per week may be required. The post‑holder must also demonstrate flexibility in line with the operational needs.

Job purpose:
The Knowledge Base Manager – Staff Hub is responsible for establishing, embedding, and continuously improving a university-wide knowledge management capability, as part of the Staff Hub workstream within the Professional Services Development Programme.
The post holder will lead a comprehensive audit of existing knowledge content held across multiple platforms, including ServiceNow and SharePoint. Working closely with service owners and subject matter experts, they will review, rationalise, and prioritise content for transition into a new Knowledge Base within the ServiceNow Next Generation platform.
This role will establish a single, trusted source of knowledge that is accurate, accessible, and well‑governed, aligned to the University’s Triple Helix and organisational priorities. By reducing duplication and improving the quality and consistency of knowledge, the Knowledge Base Manager - Staff Hub will enable increased self‑service, improve first‑contact resolution, reduce operational inefficiency, and support the development of a scalable, data‑driven, and AI‑enabled service delivery model. 
The role will sit within the Professional Services Development Programme Team.  


Key accountabilities and indicative time allocation:
1. 20%
Knowledge Management Strategy & approach
· Establish a clear, consistent approach to knowledge management within ServiceNow
· Define and implement knowledge standards, principles, and lifecycle processes, aligned to organisational strategy. 
· Lead the development of documentation standards, playbooks, and templates
· Establish knowledge ‘Community of Practice’, helping establish and spread standards, best practices and common approaches, improving quality and consistency across teams and services



2. 20%
ServiceNow Knowledge Base Design & Implementation
· Lead the design, creation, and implementation of a new AI enabled knowledge base within ServiceNow.
· Define the structure, taxonomy, categories, and ownership model for the ServiceNow knowledge base.
· Ensure the knowledge base supports self‑service and automation, operational use, and continuous improvement.
· Work closely with iSolutions Business Applications Team and ServiceNow Next Generation Programme Team to ensure configuration supports usability and governance.

3. 20%
Knowledge Audit, Review & Rationalisation
· Conduct a comprehensive review of existing knowledge materials across ServiceNow, SharePoint, and other repositories.
· Identify duplication, gaps, outdated content, and opportunities for consolidation.
· Produce and maintain a knowledge transition and migration plan, including prioritisation of high‑value content.
· Recommend decommissioning or archiving of redundant knowledge sources where appropriate.

4. 20%
Stakeholder Engagement & Content Development
· Work with subject matter experts, service teams, and managers to create clear, accessible, user-focused Knowledge Base content in line with university standards 
· Design, publish and maintain customer‑facing forms and Service Catalogue items within ServiceNow in line with agreed standards
· Define clear roles and responsibilities for knowledge ownership and contribution.
· Support and influence stakeholders to adopt agreed knowledge management processes and standards.
· Facilitate workshops to enable collaboration and knowledge sharing

5. 5%
Knowledge Governance & Assurance
· Establish and maintain knowledge governance arrangements, including review cycles, approvals, and quality assurance.
· Ensure knowledge content complies with information governance, data protection, accessibility, and organisational policies.
· Monitor compliance with knowledge standards and address risks or issues proactively.

6. 5%
Insight, Reporting & Continuous Improvement
· Ensure accurate ticket management and documentation within agreed Service and Operational Level Agreements (SLAs and OLAs)
· Use ServiceNow reporting, user feedback, and usage data to provide stakeholder reporting and to assess knowledge effectiveness and maturity.
· Identify trends, risks, and improvement opportunities, making evidence‑based recommendations.
· Manage the maintenance, and retirement of articles, forms and catalogue items as required
· Identify and escalate process and procedural improvements arising from operational trends 

7. 5%
Capability Building & Culture
· Promote a culture of knowledge sharing and continuous learning.
· Develop guidance, templates, and communications to support consistent knowledge creation.
· Capture requirements from the University community to design and produce content solutions or proof-of-concept
· Take proactive responsibility for staying current with content design practices, self‑service technologies, and knowledge management trends
· Collaborate with key stakeholders to deliver user-centred content and improve adoption of the knowledge base and portal
· Lead training, onboarding, or awareness activity relating to knowledge management and ServiceNow use.

8. 5%
Any other duties as allocated by the line manager following consultation with the post holder.

Internal and external relationships
The post holder will be expected to undertake the following duties as part of an integrated team and will be expected to adopt priorities and engage in activities that promote the effective working of the whole team.
Internal: 
The post holder may work closely with:
· Technical specialists and service delivery teams across Professional Services and Faculties
· Academic staff at all levels across the organisation 
External: 
The post holder might liaise with other academic institutions and related organisations to participate in collaborative activities and projects to the benefit of the University as a whole.

Special requirements:
· Occasional travel to other University sites and supplier offices may be required
· Out of hours work may be required in case of major incidents or disaster recovery
· Due to the nature of the content managed, the post holder will be expected to always maintain appropriate levels of confidentiality


Person Specification – Skills and Competencies
[bookmark: _Hlk187230474]All essential and desirable criteria outlined in this Person Specification will be assessed through a combination of recruitment application and CV, and where applicable numerical or written assessment.
Knowledge, Experience and Qualifications
Essential
· Skill level equivalent to achievement of HND, Degree, NVQ4, or proven work experience acquired in relevant roles and job-related training
· Proven experience in producing clear, user-focused content that simplifies complex processes for a wide audience. Strong writing, editing, and organisational skills 
· Familiarity with service management concepts
· Experience with content and taxonomy design, metadata management, or information architecture
· Strong experience in producing or maintaining structured documentation (such as processes, procedures, and workflows)
· Strong analytical skills, proven track record ability to analyse requirements, interpret user feedback, and make evidence-based improvements
· Working knowledge of accessibility requirements and readability standards

Desirable
· Experience with ServiceNow
· Experience with knowledge bases, intranets, ITSMs, and/or service portals
· Experience with process improvement and / or project management methodologies
· Experience in higher‑education or large public‑sector environments
· Experience with Power BI and using analytics dashboards and usage data to monitor performance
· Proven ability to work with multiple stakeholder groups and manage their expectations

Teamwork and communications
Essential
· Able to work effectively as part of a matrix/project team whilst also being able to prioritise and manage own workload
· Able to work with stakeholders, offering proactive advice and gaining support 
· Ability to write clear, user‑centred content using plain‑English standards
· Ability to translate complex processes into intuitive self‑service information. Able to communicate specialist technical information clearly and confidently to staff and non-technical users
· Excellent interpersonal and communication skills across technical and non‑technical audiences
· Ability to build strong relationships across departments and Professional Services
· Able to deal with sensitive information in a highly confidential manner
· Excellent spoken and written English, with the ability to understand complex information (C1 level or equivalent).
Desirable
· Ability to positively influence the way a team works together
· Experience facilitating training, workshops, or content‑writing support sessions
· Previous experience in fostering good working relationships and regular communication with stakeholders across all departments 

Planning, organisation and resource management
Essential
· Ability to manage work across multiple streams, including BAU, projects, and overlapping deadlines
· Ability to maintain a forward‑looking content roadmap
· Proven ability to plan and prioritise a range of one’s own standard and non-standard work activities
· Able to successfully plan and deliver administrative projects over a period of several months

Problem solving and initiative
Essential
· Able to take ownership for delivering high-quality content and deciding appropriate solutions in case of emergencies
· Able to guide colleagues and present recommendations
· User‑centred mindset and commitment to improving customer experience
· High levels of accuracy, reliability, and attention to detail
· Comfortable working independently and as part of a cross‑functional team
· Resilient and adaptable to changing priorities or emerging technologies
· Able to adopt a solution-focused approach to deal proactively and simultaneously with complex enquiries / situations 

Job Hazard Assessment
A full health clearance is required for this role where any hazards marked “^”, using the agreed Occupational Health referral template available from here. Where a full health clearance is required, this will apply to all role holders, including existing members of staff.
Physical Environment
[bookmark: _Hlk181968470]Working outside ^							Not applicable
Exposure to noise levels >80dbA ^					Not applicable
Working with dust or fumes ^						Not applicable
Working with skin irritants ^						Not applicable
Working with chemicals (industrial or cleaning) ^			Not applicable
Working in a confined space ^					Not applicable
Working at height ^							Not applicable
Working with sewage ^						Not applicable
Contact with cytotoxins ^						Not applicable
Exposure Prone Procedure (EPP) work ^				Not applicable
Contact with clinical specimens or pathology work ^		Not applicable
Direct patient care or patient contact					Not applicable
Exposure to temperature extremes					Not applicable
Frequent hand washing						Not applicable
Ionising radiation							Not applicable

Psychological and Social Environment
Working shifts ^							Not applicable
Working nights ^							Not applicable
Lone working								Occasionally <30% Time
Working with children							Not applicable
Exposure to persons with challenging behaviour			Not applicable
Working with larger groups						Frequently 30-60% Time

Equipment, Tools and Machines
Working with vibrating machinery or tools ^				Not applicable
Driving duties e.g. LGV, PCVs, forklift trucks ^			Not applicable
Food handling								Not applicable
Contact with latex							Not applicable

Physical Abilities
Prolonged physical movements or actions e.g. walking ^		Not applicable
Prolonged Standing or Sitting	 ^					Constantly >60% Time
Moving or handling heavy loads ^					Not applicable
Repetitive pulling or pushing ^					Not applicable
Repetitive climbing (steps, stools, ladders, stairs) ^			Not applicable
Repetitive crouching, kneeling or stooping				Not applicable
Repetitive lifting							Not applicable
Fine motor grips (e.g. pipetting)					Not applicable
Repetitive reaching below shoulder height				Not applicable
Repetitive reaching at shoulder height				Not applicable
Repetitive reaching above shoulder height				Not applicable



[bookmark: _Hlk187231256]Behaviours
Our Inclusion and Respectful Behaviour Policy describes the expectations of everyone who is a part of our community.
Our Southampton Behaviours (below) outline the responsibilities we each have in working collaboratively to achieve our University strategy.
Personal Leadership

 - I take personal responsibility for my own actions and an active approach towards my development.
 - I reflect on my own behaviour, actively seek feedback and adapt my behaviour accordingly.
 - I demonstrate pride, passion and enthusiasm for our University community.
 - I demonstrate respect and build trust with an open and honest approach.

Working Together

 - I work collaboratively and build productive relationships across our University and beyond.
 - I actively listen to others and communicate clearly and appropriately with everyone.
 - I take an inclusive approach, value the differences that people bring and encourage others to contribute and flourish.
 - I proactively work through challenge and conflict, considering others’ views to achieve positive and productive outcomes.

Developing Others

 - I help to create an environment that engages and motivates others.
 - I take time to support and enable people to be the best they can be.
 - I recognise and value others’ achievements, give praise and celebrate their success.
 - I deliver balanced feedback to enable others to improve their contribution.

Delivering Quality

 - I identify opportunities and take action to make improvements.
 - I plan and prioritise efficiently and effectively, taking account of people, processes and resources.
 - I am accountable for tackling issues, making difficult decisions and seeing them through to their conclusion.
 - I encourage creativity and innovation in others, to deliver workable solutions.

Driving Sustainability

 - I consider the impact on people before taking decisions or actions that may affect them.
 - I embrace, enable and embed change effectively.
 - I regularly take account of external and internal factors, assessing the need for change, and gaining support to move forward.
 - I take time to understand our University strategy and communicate this to others.
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