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What is the top cost driver impacting the 
workforce? 

a) Aging workforce

b) Productivity

c) Recruitment

d) Reward and recognition
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Workforce retention is the top issue facing 
water utilities in the next …
a) 1 – 5 years

b) 5 – 10 years

c) 10 – 20 years

d) It’s not really an issue
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What percent of the Utilities workforce is on 
the precipice of retirement?

a) 5% - 15%

b) 15% - 25%

c) 25% - 35%

d) 35% - 45%
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Introduction

City of Bellevue Utilities

Nav Otal – Utilities Director

Aleksandra Gancheva – Business Services Manager

Shannon Wennblom – Business Process Analyst
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What is Knowledge Capture?

The process of gathering and documenting critical position information 
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Why knowledge capture?

Business Sustainability

Succession Planning

Recognition Retention
Knowledge 

Capture
Recruiting

Job 
development 

plans
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Presentation Outline

• Our knowledge capture journey

• Process & tools

• Q&A
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Our Journey

• Urgent need for a critical position

• Plan for knowledge capture
• Identification of candidates

• Development of tools

• Individual projects

• Projects to program
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Knowledge Capture Process

Project 
Initiation

Data 
Gathering

Final 
Deliverables

Project 
Closing

Update
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Project Initiation
Tool - Project development questionnaire

• Determine the scope / needs

• Identify the top 5-7 tasks for the position

Project Initiation Data Gathering Final Deliverables Project Closing Update
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Project Initiation – cont.
Tool - Project development questionnaire - sample questions

Length of time 
in current role

Various duties 
of your job

What are you 
known for?

What do only 
you know how 

to do?

When you are 
away on 

vacation what 
doesn’t get 

done?

In terms of 
priority, what 
the top 5 – 7 
things you do 

in your 
position?
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Project Initiation
Tool - Project charter

• Agreement

• Stakeholders

• Scope of project / goals

• Timeline

• Communication Plan

13



Project Initiation – cont. 
Tool - Project charter - example
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Data Gathering
Tool – Workload chart

• Key tasks

• Importance

• Time

• Key performance indicators / measures

Project Initiation Data Gathering Final Deliverables Project Closing Update
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Data Gathering – cont. 
Tool – Workload chart - example
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Data Gathering – cont. 
Tool – Workload chart – example continued
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Data Gathering – cont.
Tool – SIPOC & critical tasks questionnaire

• Written process

• Lean Tool

• Captures all elements of the task

Supplier Input Process Output Customer
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Data Gathering – cont.
SIPOC – example document

19



Data Gathering – cont.
SIPOC – example document continued
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Data Gathering – cont.
Process map – example document continued
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Data Gathering – cont. 
Tool - People Network Diagram

• Identify key partnerships

• Frequency of communication

• Importance of relationships

• Flow of information
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Data Gathering – cont. 
People Network Diagram 
- example
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Final Deliverables
Tool - Position Resource Guide

• Workload chart

• People network diagram

• SIPOC’s

• Visual pie charts

• Org charts

• Task / position overview

• Historical / future outlook

• Success factors

• Key terms / acronyms 

Project Initiation Data Gathering Final Deliverables Project Closing Update
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Final Deliverables –cont. 
Tool - Other Documents

• Central document repository
• Telemetry station action plan
• Document processing improvement
• Standard operating procedures
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Project Closing
Tool - Closing Document

• Outcome and completion timelines

• Methodology

• Final analysis

• Recommendations

• Link to the completed resource guide

Project Initiation Data Gathering Final Deliverables Project Closing Update
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Project Closing – cont. 
Closing Document - example
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Update
Tool – Annual Review

• Resource guide review and update – one division per quarter

• Follow up on implementation of recommendations

Project Initiation Data Gathering Final Deliverables Project Closing Update
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Knowledge capture – Time 

Average project:
Length = 3 months

Time
Facilitator / Writer - 80 – 90 hours
Subject Matter Expert – 40 hours
Supervisor – 20 hours
Peers - varies

Resource guide = 35 – 40 pages
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Knowledge Capture Benefits

•Protects / maintains critical knowledge within the organization

•Documents key position expectations

•Position roadmap for new employees or those considering 
advancement or cross training opportunities

•Surfaces potential process improvements, opportunities, and gaps
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Q&A
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