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Session Description 
 

This informative session will provide attendees with an insider view into the past, present, and future 
state of the core teams that ensure continuous functionality of First American Titles worldwide 
operations. Attendees will learn about a round-the-clock, follow-the-sun support program that 
leverages todays best-of-breed technologies, processes, and people to maximize resources with optimal 
return.  (Experience Level: Intermediate) 
 
 
 

Speaker Background  
 
Brandon Caudle is a seasoned service and support industry practitioner and consultant with more than 
twenty years of experience working in and with Fortune 500 companies. In past roles, he drove ITIL and 
knowledge initiatives across multiple companies and countries. Today, Brandon uses his expertise, 
skillset, and experience to assess, implement, and evolve solutions throughout the technical service and 
support industry. 
 
 
Brad Biagi is a highly accomplished and enthusiastic management professional with a strong technical 
background and customer focus. His relentless passion for innovative training management, project 
implementation, process improvement, and customer value provides measureable ROI to organizations 
spanning industries and time zones. In his current role, Brad proactively assesses situations and provides 
expert support for new and unknown issues, while creating outside-the-box approaches to solving 
problems and developing new projects.  
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KCS – Constructing the U.F.F.A. 
Clan: A Case Study 

Brad R Biagi & 

Brandon Caudle 

Agenda 

• Definitions 

• Service Desk - Background and History 

• The Problem  - Why KCS at First American? 

• KCS Birth and First Steps, Stumbling and Falling 

• KCS Reborn - Rapid Improvements 

• Plateau and Conflict 

• Looking Forward, Curve of the Earth 

• Questions and Discussion 



Unboxing (Definitions) 

• KCS = Knowledge Centered Support 

• U.F.F.A = Use It, Flag It, Fix It, Author It 

• CSI = Consortium for Service Innovation 

• KB = Knowledge Base 

• KBU = Knowledge base Usage 

• ETR = Estimated Time to Resolve 

• FASD = First American Service Desk 

• TASD = Title Applications Service Desk 

• OC = Orange County, home of Disneyland, 
Reality Shows and First American 

? 

First American 
OC Based, Worldwide Work 



Service Desk  
One Team across the Globe 

5 

Background Metrics 

•30 Analysts 

•165K Calls per Year 

•90K Self Ticketing per 
Year 

•7,000 (Ext) Emails per Year 



2016 

2015 

• Author Maturation 

• Usage Gamification 

• KB Article Sampling 

• Problem Management from KCS 

Top 100 

• Flag or Fix Evolution 

2014 

• Self Service Phase II 

• Focus on Flag & Fix  

• Gamification Expanded  

• Sampling and Coaching 

• KCS Launch 

• HDI KCS Training 

• KB Author / Usage 

2013 

1835 

• New Management 

• Coaches Selected 

• Tribal Knowledge 

• Knowledge is Power KCS Timeline 

• Dis-tributedOrganized Support 
• Tribal Knowledge 
• One Question = Many Solutions 
• Knowledge is Power 
• Knowledge = Job Security 

 

Pre-KCS 
(1835 – 2013) 



Why KCS at First American? 

Problem(s) 

• Company expands 
onboarding new offices & 
customers Growth 

• Calls Increase 

• Self Ticketing Increases 

• Emails increase 

• Complexity Increases 

Volume 

• Headcount remains the 
same.  

• Expectation is to do more 
with the same or less 

Staffing 

Solution 

• Self Service Shift Left 

• Same Answer Every time 

• Customer Confidence in Service 
Desk 

Standardize 
Solutions 

• Consolidate many distributed 
teams Virtualize 

• Comparable struggles with ITIL Comparison 

 KCS is Born - 2013 

• Director of Customer Services Hired 

• Managers and Trainer attend KCS 
Principles and Certify 

• Style Guide for Authoring created 

• Coaches Selected  

• Funding Requested for 
Comprehensive Training 

 

 

 



KCS First Steps 

Tools 

• Process Over Tool 

• Cloud based ITSM and Knowledge Tools 



2014 – Where We’ve Been 

• KCS Launch at All Hands Meeting 

• Internal KCS Training for all 
Service Desks / Desktop 

• Knowledge Base Usage Tracking 
Begins 

• Coaching begins for Authoring 
articles 

KB Articles 

 



KCS Roles 

  

Plateau and Conflict 



2014 Issues  

• No one’s Day Job 

• Only Basic Metrics 

• Usage After the Fact 

• Low Confidence 

• What’s In It For Me 
(WIIFM)? 

 

KCS Reborn 

Photo credits – www.learner.org, www.flickr.com 



2015 – What We’re Doing 

• Knowledge Usage Gamification 

• KB scoring of 70 1st and 2nd Level 
Analysts / Techs / Engineers 

• Article Sampling & Scoring 

• Prob Management Top 100 

• Using Knowledge to reduce mean 
time to resolution (keep it or send it) 

• ETR for every article 

• Flag or Fix – Heavy Usage 

• Flag if ETR is wrong / blank 

• Extend KCS to Level 3* 

 *Only within department 

? 

Gamification Challenge 

• What to score? 

• How to score? 

• Incent vs Performance 
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• Measure the percentage of articles attached to tickets  

Usage Tickets Score 
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Knowledge Base Usage (KBU) 2014 

Note: Scoring was based only on KB Attachment to Ticket ratio 

KB Scoring 

• Scoring of 70 1st and 2nd Level Analysts 

• Incident Sampling & Scoring 



• Score 1 = Percentage of articles attached to tickets  

• Score 2 = Random sample for Quality 

• Combined Score = Score 1 x Score 2 

Usage Tickets NKN Score 1 
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KBU 2015 

Note: Individual Scores are adjusted if the issue was resolved by the customer or the 
issue went away (NKN – No Knowledge Needed) 

Tickets Sampling Score 2 

Score 1 Score 2 Combined Score 

• Score 1 = Percentage of articles attached to tickets  

• Score 2 = Random sample for Quality 

• Combined Score = Score 1 x Score 2 

Usage Tickets NKN Score 1 
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KBU 2015 

Note: Individual Scores are adjusted if the issue was resolved by the customer or the 
issue went away (NKN – No Knowledge Needed) 

Tickets Sampling Score 2 

Score 1 Score 2 Combined Score 



• Score 1 = Percentage of articles attached to tickets  

• Score 2 = Random sample for Quality 

Usage Tickets NKN Score 1 
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KBU 2016 

Note: Individual Scores are adjusted if the issue was resolved by the customer or the 
issue went away (NKN – No Knowledge Needed) 

Tickets Sampling Score 2 

Problem Management Top 100 

• Top 100 KB Articles 

• Monthly Trending 

• Problem Tickets created 
from major issues 



Keep It or Send It? 

2015 End of Year Challenges 

• What’s in it for Me? 

• Increased Team Morale  

• Incent vs. Performance 

• I already know how 

• Back stabbing (no flag / fix) 

Higher 
Levels of 
Customer 

Service 

Increase 
Performance 

Provides 
Element of 

Fun 

Raises 
Scorecard 

Metrics 

Helps me 
become a 

better 
Technician 

Builds 
Teamwork 

Makes me a 
more 

valuable 
employee 

Shows my 
abilities and 

skills 

Helps my 
team deliver 

consistent 
service 



Looking Forward 

2016 - Where We’re Going 

• Shift Left 

• Password reset Automation 

• Increased Self Service 

• More Auto-routing 

 

 

• Flag & Fix Gamification 

• Reporting  

• Examining  

• Sampling 

• Coaching 

Shift Left – Decreasing Support Costs & Impact 

Self-Help 
Service 

Desk (Level 
1 Support) 

Level 2 
Support 

Level 3 
Support 



Lessons Learned 

• Change is Inevitable 

• Tools May Not Work 

• Need Dedicated Staff 

• Need Dedicated Time 

• Repetition 

• Limited by 
Development Ability 

Current Wins 

• Problem Management 
from KCS 

• C-Level Awareness 

• Call Elimination 

• KCS and ITIL Sync 

• Standardization 



Questions and Discussion 

Contact Info 

Brad Biagi 

951-888-0213 

bradbiagi@gmail.com 

 

 

 

Brandon Caudle 

916-941-5861 

www.brandoncaudle.com 



Thank you for attending this 
session. 

Please don’t forget to complete an 
evaluation form! 


