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Content modules
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Content modules
Customize in SitePref tab to display list of 

documents or contents of an entire page
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Topics-  

- Organize based on user needs

- Can easily link to groups of 

documents
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Side Modules
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Side - Side Modules-  

- Resource reminders

- Multiple contacts

- Intake forms

- Service login links
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Top Modules 
and Link Bar

    Contained within Side Modules 

- Navigation and guidance

- Topics or single overview documents

- Primary contact or login link
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Topic Headers

KB User’s Guide “Users” Topic Shared Tools KB “JIRA” Topic
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Topic Headers

Learn more on Thursday afternoon: 

- Side modules

- Topics and headers

- Overview documents

Learn@UW Madison “Canvas” Topic

- Popular searches

- Frequent requests
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Keywords

Should include different ways that someone 

might describe what they’re searching for:

“How to Add an Image” → “how to add a picture”

“Anchor link” → “anchor tag”
“Anchor link” → “jump link”
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Noise Words and Synonyms

“how to update your preferred name”
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Noise Words and Synonyms

“how to update your preferred name”
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Noise Words and Synonyms

“copy document”

“duplicate document”

“upgrade website”

“web site upgrades”

Learn more on Thursday morning: 

- Analyze Search Log data

- Failed Searches

- Overview documents
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Search Priority
Bring key documents to the top of 

search result lists

- Intended for new users

- Frequent internal procedures
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Title Schemes

“Product Name (Restrictions) - Descriptive Title”



Questions from Chat



Q: Do topics or their descriptions appear in search results?

A: The search does not currently look at Topics or descriptions, but is under consideration as we 

improve our search functionality.

Q: A group’s documents are titled as numbers (e.g. “782”), but when they search for them, nothing 

comes up. Why not?

A: When you search for a specific number, it will bring up the document with that ID. Searching 

“782” will bring you to document 782. If you don’t have access to it, you’ll get an access error. If you 

add a specific title or keywords, you could find the doc by searching for either of those.

Q: If a group wants to re-build their Topics tree, is that a manual process?

A: You can use the Batch Topic Assignment tool to change multiple documents at a time and avoid 

updating them all individually.
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F-Shaped Reading Pattern
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Summary & TOC

- Overview

- Preface or restricting 

information

-
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Summary & TOC

- Overview

- Preface or restricting 

information

-
- Convenient

- Can see keywords 

without scrolling
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Screenshots

- Allow users to visually 

confirm they’re on an 

appropriate document
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Screenshots

- Allow users to visually 

confirm they’re on an 

appropriate document
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References

- Link to other 

documents in context

- “See Also” documents

-
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References

- Help Desk contacts

- Internal contacts

- Link to other 

documents in context

- “See Also” documents

-
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Content Owners

- Links to site
-

- Identifies service owner

- Feedback
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Helpfulness

- Hit or miss

- Identify frustrations

-
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Helpfulness

- Hit or miss

- Identify frustrations
-

- Feedback on processes
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Page Views

- Influenced by bots

- Find patterns

- Inform Topics and 

presentation of information
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Search Data
- Expand keywords
-

- Find how users look for content

- Identify missing subjects to document
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Analysis

- Remove bot traffic
-

- Along with feedback, patterns and 

trends show how the site is doing

- Use data and consistent practices to 

work towards user-oriented space
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Wednesday

Using your KB Data to Deliver Better 
Experiences

Kedar Joyner Export and use strategically use KB Admin 
Page View and Search Log data

Creating Accessible Content Kurt Muckstadt Communicate about and prioritize 
accessibility in content creation

Thursday

Failed Searches Analysis Noah Fairchild and Dana 
Gerber-Margie

Analysis of failed search results in DoIT 
Help Desk KnowledgeBase 

KB Overview Documents Andrew Mueller Strategically use panels, modules, and 
Topic descriptions (with examples!)

Friday Takeaways and Templates Dana Gerber-Margie Sharing lessons and review template, 
document checklist, and style guide

Monday
How to Measure Your KB’s Success Maya Knotts and Dana 

Gerber-Margie
Reviewing analytics projects to determine 
effectiveness of self-service support

Tuesday
Predicting Time-Bound User Needs Using 
Google Analytics Data

Jonathan Dedering Consolidate and review Google Analytics 
data to guide content strategy

Past Recordings

Upcoming Sessions



Open Q&A
What questions or ideas would you like to discuss?
Please Raise Hand and Unmute or send in the chat.
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Q: How do you add in the Table of Contents?

A: In the KB User’s Guide, Document 22302 has all of the instructions and HTML/JS to paste into 

the appropriate fields within the KB Admin. The TOC code will display all of your h2 and h3 headers 

at the top of the document. You also edit the JS code to pull more or less headers depending on 

your formatting. Just keep in mind that the Preview may not display the TOC as intended, so you 

may need to activate the document to see how it will actually look. 

Q: How do Topics work across KB spaces? 

A: Documents shared into your space by another group can be organized into your space’s Topics 

like any other document. 
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https://kb.wisc.edu/kbGuide/22302


Thank You!
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