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Dana Gerber-Margie (she/hers)

DoIT Help Desk KB



Hello! I’m Dana.
✓ DoIT Help Desk Knowledge Manager

✓ Level 2 Support Specialist

✓ Background in digital preservation

✓ Master’s of Library & Information Studies

✓ Mama to cute baby

✓ Container of multitudes etc etc

Dana & Lyra at the 2019 KB User Group Meeting

(aforementioned cute baby)
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Brought to you by 
EmpathyTM!

(because life is hard enough 
without technical issues)
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1. Users
2. Help Desk agents



three goals to guide my work

1. Users
2. Help Desk agents
3. Technologists



The KB is an ecosystem



4898
Active documents in the Help Desk KB space



1961
Active documents owned by the DoIT Help Desk groupspace



250? 500?
Probably the amount of documents the DoIT Help Desk should actually own
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The KB is for everyone





The KB is maintenance





Plans for the Help Desk KB



Thank you!

dana.gerbermargie@wisc.edu

Also pretty much lives on MS Teams now


