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Customer Support Delivery



• Global cloud-led, data-centric software 
company

• Founded in 1992, headquartered in Sunnyvale, 
California

• Fortune 500 company (NASDAQ: NTAP)

• $5.41B FY20 revenue

• 38,000+ customers around the world

• Industry-leading cloud and enterprise data 
center solutions and services

• 10,800+ employees + 5,400 partners helping 
customers thrive in a hybrid multicloud world

• 98 offices in over 30 countries
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NetApp at a glance
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Industry-leading storage systems and software

Object 
storage

Converged and hybrid 
cloud infrastructure

Flash and 
hybrid storage

Protection
and security

Enterprise 
solutions

Industry-leading solutions with an open ecosystem of partners

Industry-leading cloud data services

Cloud
storage

Compute 
operations

Cloud
controls

Cloud services 
and analytics
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Badge of Honor is Earned

At a glance

Coach

KDE

Program

Publisher

~ 600 Licensed Publishers (Wave1-3)

~ 100 Coaches (Wave 1)

~ 50+ Licensed Publishers (Support Mgmt)

~ 30 Certified v6 Practices (Council)

~ 39 Part time KDEs

~ 16 Knowledge Domains

End of 2021 aiming for some full time KDEs



Climbing the Ladder Puts “KCS in our DNA”
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Level 2: Adopting

Resolve Once, Use Often

Level 1: Planning & Design

KCS is the Way We Solve Problems

Level 3: Leveraging

Three Viable Channels of Support

Level 4: Maximizing – “Shift Left”

Continual Improvement

KCS Level Focus

• 90/0 Rule

• 85/85 Rule

• Cost Per Answer (Shift Left Economics)

• >90% PAR & CSC

• 30:1+ Contact Ratio

• Robust KDA Program with % of Dedicated Time 

• World-Class CX; World-Class EX; Differentiated Support Biz

• Solve & Evolve Loop

• Content Strategy

• Process Adherence Review (PAR)

• Content Standard Checklist (CSC)

• Expand Cross Functionally

• Technology Optimization

• Solve Loop

• KCS Training and Coaching

• Write Articles for Self-Service Success

• Technology Alignment to People and Process

• Solve Loop

• Strategic Framework

• Technology Roadmap

July 2018 - Oct 2018

Oct 2018 - Oct 2020

Oct 2020 – May 2021
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Strategic Framework: Win - Win - Win

Optimize for Support Engineers

• Employee Satisfaction

• Employee Capabilities

• Reduce Effort 

Optimize for Customers

• Customer Satisfaction

• Customer Loyalty

• Product Improvements

• Reduce Effort

Thriving Business Performance

• Increased Revenue

• Lower Costs

• Increased Profitability

CXEX Biz
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Propose Solutions with Validated KCS Expertise and Tools

Lower Effort

REF: https://www.thekcsacademy.net/tools/

REF: https://www.thekcsacademy.net/tools/aligned-services/

Examples:

https://www.thekcsacademy.net/tools/
https://www.thekcsacademy.net/tools/aligned-services/
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Search early and often

Tools
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Link resolved vs helpful

Tools
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Knowledge Domain Analysis

1. Challange customer demand for service

2. Eliminate 

dumb contacts

3. Create 

engaging self-

service

4. Be proactive

7. Listen and act

5. Make it really 

easy to contact 

your company

6. Own the 

actions accross 

the company

8. Deliver great 

service 

experience

Best Service is No Service

Take Away:

1. Challenge Demand for Support 

2. Double Loop (Self Correcting)

• Reactionary (KCS Solve Loop: blue)

• Reflective (KCS Evolve Loop: green)



Knowledge Domain Analysis (KDA)

What can we Improve?

What did we Learn?

Declare & Track 

High-Value 

Corrective Actions 

(Jira)

Outcomes 

(Value Add in Biz, CX & EX)

Discovery 

(All CSD Teams)
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KCS Article

• Top Cited

• Top Viewed

• Impact / ROI

• LOE

Categorize

• Content 
improvement

• Process 
improvement

• Product 
improvement

• Proactive 
meassures

Track

• Submit Jira

• Track on 
Problem 
Registration

Impact

• Case reduction

• Customer 
satisfaction

• Self Service 
increase

• LOE reduction

Optimatzation Opportunity Dashboard (Jira)

Discovery Declare & Track Outcomes

Take Away:

1. Discovery is ALL support operations…not just KCS articles

2. Categorize Opportunities (i.e. Commission List)

3. Track Action (i.e. Commitment List)

4. Impact (Outcome Tracking – Cases, Effort, Experience)



Long Tail

Targeted to solve an issue
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Focus on what is relevant

50% of citations

80% of citations

yes

maybe

no
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Improve

- Feedback
- Review of top 20% 

KBs
- Search (internal, 

external & Elio)  
- Community

Analyze & 
Structure

- Case drivers
- Self service 

opportunities
- Troubleshooting 

workflows

Eliminate

- Product improvements
- Supportability gaps

- Move of levels

What does a KDE do?

KDE
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SolveLoop EvolveLoop Automation

Pathway
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• Communities

• Feedback

Daily

• KDE Team meetings

• Assign tasks

Weekly
• Review Demand signals

• (Case, Search, KB)

• Create Tasks

• Define RFEs & ARS

• Troubleshooting 
workflows

• Review automation

Monthly

• Follow up on RFEs

• Verify Volume changes 
(Case, Search, KB)

Quarterly

KDE Tasks



Questions?

© 2021 NetApp, Inc. All rights reserved. 16



Make it Easy

Focus on Restraining Forces – EX & CX, Simultaneously

Shove (Nudge if You Must)

Adoption is a Lifestyle – Sustaining Level 4 is the Ultimate Goal

Build Momentum (Accelerate “Shift Left”)  

Path of Least Resistance – Unleash It!
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“Leveling Up”

Key takeaways



NetApp unlocks 
the best of cloud
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