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About this document
This Knowledge Transfer (KT) Plan is used whenever knowledge needs to move from one person, team or organisation to another: a team member leaving or changing role, a project handing a new service to business as usual, or a service moving between suppliers.
It brings together three tools:
•  Section 4, the 14 point KT agenda: the technical and service topics that need to be transferred for an application or service.
•  Section 5, the self-help handover checklist: questions a leaver answers to hand over their role.
•  Sections 6 and 7: the KT schedule, and sign-off confirming the recipient can do the job.
Delete any sections that do not apply. Text in grey italics is guidance and should be removed before the document is issued.
1. Knowledge Transfer Overview
	Service / role being transferred
	

	Reason for transfer
	

	Knowledge holder(s)
	

	Knowledge recipient(s)
	

	KT lead
	

	KT sponsor / approver
	

	KT start date
	

	Target completion date
	

	Exit criteria
	



Reason for transfer, e.g. leaver, role change, project handover to BAU, supplier transition or exit, insourcing / outsourcing, succession planning. Exit criteria describe how you will know the transfer is complete, e.g. the recipient has run the service unaided for two weeks.
2. Key Success Factors
Confirm each of these is in place before knowledge transfer starts. Raise anything that is not as a risk.
☐  A motivated knowledge holder who is willing to cooperate
☐  A motivated knowledge recipient who is willing to cooperate
☐  Sufficient time to perform knowledge transfer activities (e.g. shadowing, reverse shadowing, workshops)
☐  Sufficient time to prepare knowledge sharing materials and resources
☐  A clear transition plan and handover process
☐  Clear roles and responsibilities for knowledge transfer, agreed by holder and recipient
☐  Good, up-to-date documentation
3. Roles and Responsibilities
	Role
	Responsibilities
	Name

	KT sponsor
	Agrees the scope and time for KT, resolves conflicts over availability and signs off completion.
	

	KT lead
	Plans and schedules sessions, tracks progress against the agenda and reports risks.
	

	Knowledge holder
	Prepares materials, runs sessions, updates documentation and answers questions.
	

	Knowledge recipient
	Attends sessions, asks questions, practises the work and confirms understanding.
	

	Line manager(s)
	Releases time for holder and recipient and confirms the recipient is ready.
	



Knowledge Transfer Methods
Choose the method that fits each topic. Mix methods: tell, show, do, then review.
	Method
	Description
	Use when

	Mentorship
	An experienced person guides the recipient over a period of time.
	Judgement-heavy roles, senior handovers

	Guided experience
	The recipient does the work with the knowledge holder on hand to help.
	Routine operational tasks

	Work shadowing
	The recipient watches the knowledge holder doing the job.
	Early in the transfer, to see the whole job

	Reverse shadowing
	The knowledge holder watches the recipient doing the job and gives feedback.
	Late in the transfer, to prove capability

	Paired work
	Holder and recipient share the work side by side.
	Technical work such as code or configuration

	Simulation
	The recipient practises in a safe, realistic scenario.
	Rare or high-risk events (e.g. disaster recovery)

	Guided experimentation
	The recipient tries approaches out, with the holder reviewing results.
	Problem solving and troubleshooting

	Workshops / walkthroughs
	Structured sessions covering a topic, document or code base.
	Architecture, documentation and process overviews

	Community of practice
	A group that shares knowledge on a topic over time.
	Knowledge spread across many people

	Narrative transfer
	Stories and case studies of what happened and why.
	History, pain points and lessons learned





4. Knowledge Transfer Agenda (14 Point Checklist)
Use this agenda to plan transfer sessions for an application or service. Mark whether each topic applies, name the subject matter expert (SME), choose a method and estimate duration.
	ID
	Topic
	Applies (Y/N)
	SME
	Method
	Hours
	Doc available?

	A1
	Architecture Overview and Application Environment
	
	
	
	
	

	A2
	Technical Architecture and Interfaces
	
	
	
	
	

	A3
	Support and Development Documentation Overview
	
	
	
	
	

	A4
	Components Detailed Presentation
	
	
	
	
	

	A5
	Data Description and Database Programs
	
	
	
	
	

	A6
	Maintenance and Support
	
	
	
	
	

	A7
	Development
	
	
	
	
	

	A8
	User Management
	
	
	
	
	

	A9
	Testing
	
	
	
	
	

	A10
	Network and IP Administration
	
	
	
	
	

	A11
	Service Support and Delivery
	
	
	
	
	

	A12
	Disaster Recovery
	
	
	
	
	

	A13
	Non-functional Requirements
	
	
	
	
	

	A14
	Historic and End User Pain Points
	
	
	
	
	



A1. Architecture Overview and Application Environment
The business context of the service: why it exists, who uses it and how it is organised.
	✓
	Sub-topic
	Notes / document reference

	☐
	Purpose of the application (business purpose)
	

	☐
	Criticality and business impact of the application
	

	☐
	Business (functional) overview
	

	☐
	How the asset / application is organised (locations, suppliers, teams)
	

	☐
	Project or service team
	

	☐
	External interfaces and contacts
	

	☐
	Applicable certifications
	

	☐
	Roadmap (future enhancements, releases, sunset plan)
	

	☐
	Sub-contracts and partner resources
	

	☐
	Tools used
	

	☐
	Tool vendors, their contracts and contacts
	

	☐
	Hardware details (production, development, test, performance test)
	

	☐
	IP addresses
	

	☐
	Network topology details
	

	☐
	Configurations (e.g. mailboxes, call routing)
	

	☐
	Effort spent on a monthly basis
	



A2. Technical Architecture and Interfaces
How the solution is built and how it connects to everything around it.
	✓
	Sub-topic
	Notes / document reference

	☐
	Detailed technical architecture, with diagrams
	

	☐
	Interfaces and dependencies on other services and applications
	



A3. Support and Development Documentation Overview
Where the documentation lives, how it is organised and who can change it.
	✓
	Sub-topic
	Notes / document reference

	☐
	Documents available and how they are organised
	

	☐
	Document locations
	

	☐
	Access provision to view and update documents
	



A4. Components Detailed Presentation
A walkthrough of each component, module and sub-system.
	✓
	Sub-topic
	Notes / document reference

	☐
	Details of components, modules, sub-systems and sub-components
	

	☐
	Documentation walkthrough
	

	☐
	Code walkthrough
	

	☐
	Macros and other scripts
	



A5. Data Description and Database Programs
The data the service holds and how it is looked after.
	✓
	Sub-topic
	Notes / document reference

	☐
	Database details
	

	☐
	Scheduled database jobs
	

	☐
	Database recovery procedures
	

	☐
	Database backup and restore
	

	☐
	Reporting
	



A6. Maintenance and Support
How the service is run day to day and what to do when things go wrong.
	✓
	Sub-topic
	Notes / document reference

	☐
	Support flow
	

	☐
	Support details
	

	☐
	Support volumes
	

	☐
	Application management
	

	☐
	Application operation
	

	☐
	Application directory structure
	

	☐
	Application log files
	

	☐
	Application configuration and parameter files
	

	☐
	Security
	

	☐
	Errors and known error handling
	

	☐
	Critical support and change requests
	

	☐
	DBA requests
	

	☐
	Network requests
	

	☐
	Alarms and monitoring
	



A7. Development
How change is requested, built, tested and released.
	✓
	Sub-topic
	Notes / document reference

	☐
	Requests / change requests and their validation
	

	☐
	Change control board and release team
	

	☐
	Scope document
	

	☐
	Detailed design document
	

	☐
	Build and test (unit and integration)
	

	☐
	Coding standards, naming conventions and best practices
	

	☐
	Other testing
	

	☐
	Release installation
	

	☐
	Validation processes
	

	☐
	Work in progress items, schedules and deliverables
	



A8. User Management
How people get access, and how that access is managed.
	✓
	Sub-topic
	Notes / document reference

	☐
	Login procedure
	

	☐
	Account management
	

	☐
	User account administration
	



A9. Testing
The tools, data and scripts needed to prove the service works.
	✓
	Sub-topic
	Notes / document reference

	☐
	Testing tools used
	

	☐
	Test cases and regression testing details
	

	☐
	Test data generation scripts, tools and test data
	

	☐
	Test system details and procedures
	

	☐
	Test scenarios and expected results
	

	☐
	Basic test scripts for support purposes
	

	☐
	Last 6 months of releases, defects and effort spent
	



A10. Network and IP Administration
Where the service physically and logically sits on the network.
	✓
	Sub-topic
	Notes / document reference

	☐
	Network, server locations and IP addresses
	

	☐
	Network administration
	



A11. Service Support and Delivery
The service management wrapper: what has been promised and how it is delivered.
	✓
	Sub-topic
	Notes / document reference

	☐
	Service description
	

	☐
	System availability
	

	☐
	Metrics reporting
	

	☐
	SLA details
	

	☐
	Service performance
	

	☐
	Service roles and responsibilities
	

	☐
	Supported hours
	

	☐
	Support levels
	

	☐
	Incident flows
	

	☐
	Problem flow
	

	☐
	Change management
	

	☐
	Release management
	

	☐
	Configuration management
	

	☐
	Escalation contacts, and escalations raised in the last 6 months
	



A12. Disaster Recovery
How the service is recovered after a major failure.
	✓
	Sub-topic
	Notes / document reference

	☐
	Disaster recovery plan details
	

	☐
	Asset / application disaster recovery plan and contacts
	



A13. Non-functional Requirements
The qualities the service must keep meeting after handover.
	✓
	Sub-topic
	Notes / document reference

	☐
	Performance, capacity and scalability requirements
	

	☐
	Availability and resilience requirements
	

	☐
	Security and compliance requirements
	



A14. Historic and End User Pain Points
The things that have gone wrong before, and what users complain about.
	✓
	Sub-topic
	Notes / document reference

	☐
	Historic pain points and recurring incidents
	

	☐
	End user pain points and workarounds
	

	☐
	Known issues that are in danger of being repeated
	





5. Self-Help Handover Checklist
For a person leaving or changing role. Answer each question, then walk the recipient through your answers.
Part 1. Key Information
	#
	Question
	Your answer

	1.1
	List the activities of your daily job, especially the ones that require skills others may not have.
	

	1.2
	What are the key documents (standards, processes, procedures, manuals, templates etc.) you use in your daily job? List their location and purpose.
	

	1.3
	List any websites or tools you regularly use to help you with your job that others may not be aware of.
	

	1.4
	List the main tasks that need to be completed as part of your current job.
	

	1.5
	List any outstanding issues that will need to be resolved in the future.
	



Part 2. Your Knowledge
	#
	Question
	Your answer

	2.1
	List your specialist areas of knowledge.
	

	2.2
	List any specific knowledge that helps you make decisions and that has taken you time to learn.
	

	2.3
	List any training and on-the-job learning that helped you learn how to do your role.
	



Part 3. Contacts and Skills
	#
	Question
	Your answer

	3.1
	List the people you interact with most frequently, and for whom you are the main or only point of contact in your team.
	

	3.2
	List the main people you talk to when you need advice about your role (your key sources of information and support).
	

	3.3
	List the main personal skills you use that help you get your job done.
	

	3.4
	List any relationships with other departments or external bodies that you manage on behalf of your team.
	



Part 4. Lessons Learned
	#
	Question
	Your answer

	4.1
	What is the question you are asked most frequently, and how do you answer it?
	

	4.2
	When you are faced with a problem in your role, how do you solve it? List any tools or solutions you use.
	

	4.3
	How do you spot potential problems that could be missed by people new to your role?
	

	4.4
	What mistakes have been made in the past that are in danger of being repeated?
	

	4.5
	What improvements would you make to your area of work?
	

	4.6
	What other roles do you perform (officially or unofficially) in the organisation?
	



Part 5. Any Other Information
	#
	Question
	Your answer

	5.1
	What other responsibilities do you have outside your normal role?
	

	5.2
	List any pieces of work likely to be incomplete when you leave, and who should complete them.
	

	5.3
	Who will be the main recipient of your handover information, and how will you hand over to them?
	

	5.4
	What questions should be in this checklist but aren't?
	



Part 6. Key Documentation
Review key documents on local drives, shared drives, intranets and document libraries. Make sure up-to-date copies are where others can find them, remove old or superseded copies, and assign a new owner to each critical document. Check your email folders for important messages or attachments and save them to the relevant team site. Your browser bookmarks are another good prompt for sources you use regularly.
	Critical document or site name
	Location / URL
	New owner

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	



Part 7. Personal Network Map
This map helps others understand the network you use in your work and the part others play in it. Use the notes column for the nature of the relationship, frequency or method of contact, and why the person is useful to you or how you help them. Seven entries maximum per group, so focus on the most important.
The people you work most closely with
	Name
	Phone and email*
	Location / organisation
	Notes / context

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	



Your important external contacts
	Name
	Phone and email*
	Location / organisation
	Notes / context

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	



Contacts for regular meetings or networks you belong to
	Name
	Phone and email*
	Location / organisation
	Notes / context

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	



Other useful contacts
	Name
	Phone and email*
	Location / organisation
	Notes / context

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	



* If these contact details are already in a team directory used by others, just make sure that is up to date rather than repeating them here.


6. Knowledge Transfer Schedule
Log each planned session. Agenda IDs refer to Section 4.
	Date
	Agenda ID
	Session / method
	Holder
	Recipient(s)
	Status

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	



7. Readiness and Sign-off
Before sign-off, the recipient rates their confidence in each topic. Use reverse shadowing to test anything rated 3 or below.
1 = aware of it, 2 = could do it with help, 3 = could do it with reference to documents, 4 = can do it unaided, 5 = could teach it to others.
	ID
	Topic
	Confidence (1-5)
	Gaps / follow-up actions

	A1
	Architecture Overview and Application Environment
	
	

	A2
	Technical Architecture and Interfaces
	
	

	A3
	Support and Development Documentation Overview
	
	

	A4
	Components Detailed Presentation
	
	

	A5
	Data Description and Database Programs
	
	

	A6
	Maintenance and Support
	
	

	A7
	Development
	
	

	A8
	User Management
	
	

	A9
	Testing
	
	

	A10
	Network and IP Administration
	
	

	A11
	Service Support and Delivery
	
	

	A12
	Disaster Recovery
	
	

	A13
	Non-functional Requirements
	
	

	A14
	Historic and End User Pain Points
	
	



Outstanding Actions
	#
	Action
	Owner
	Due date

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	



Sign-off
By signing below we confirm that knowledge transfer is complete, outstanding actions are recorded and the recipient is ready to take on the role or service.
	Role
	Name
	Signature
	Date

	Knowledge holder
	
	
	

	Knowledge recipient
	
	
	

	KT lead
	
	
	

	KT sponsor
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