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Abstract : Since the introduction of ServiceNow, the UK’s Science Museum Group’s (SMG) ICT service desk portal. There has
not been an analysis of  the tools available to SMG staff  for just-in-time knowledge acquisition (knowledge management
systems)  and reporting ICT incidents  with a focus on an aspect  of  professional  identity,  namely,  gender.  This  study is
conducted in the milieu of UK museums, galleries, arts, academic, charitable, and cultural heritage sectors. Numerous authors
suggest that males and females experience ICT usage differently.  Therefore,  it  is  important for SMG to investigate the
apparent disparities so that solutions can be derived to minimize this digital divide if one exists. It is acknowledged at SMG
that there are challenges with keeping up with an ever-changing digital  landscape. Subsequently,  this entails the rapid
upskilling  of  staff  and  developing  an  infrastructure  that  supports  just-in-time  technological  knowledge  acquisition  and
reporting technology-related issues. This problem was addressed by analyzing ServiceNow ICT incident reports and reports
from knowledge articles from a six-month period from February to July. This study found a statistically significant relationship
between gender and reporting an ICT incident. There is also a significant relationship between gender and the priority level of
ICT incidents. Interestingly, there is no statistically significant relationship between gender and reading knowledge articles.
Additionally, there is no statistically significant relationship between gender and reporting an ICT incident related to the
knowledge article that was read by staff. The knowledge acquired from this study is useful to service desk management
practice as it will help to inform the creation of future knowledge articles and ICT incident reporting processes.
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