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Knowledge Management - Introduction

Knowledge management is the systematic management of an organization's
knowledge assets for creating value and meeting tactical & strategic requirements.
It consists of the initiatives, processes, strategies, and systems that sustain and
enhance the storage, assessment, sharing, refinement, and creation of knowledge.
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Each enterprise should define knowledge management in terms of its own business
objectives. Knowledge management is all about applying knowledge in new,
previously overburdened or novel situations.

Knowledge
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/
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Knowledge Ma nagement is a Continuous Cycle

Knowledge management is currently seen as a continuous cycle of three processes,
namely 1

1 Knowledge creation and improvement
1 Knowledge distribution and circulation
1 Knowledge addition and application

Knowledge management expre sses a deliberate, systematic and synchronized
approach to ensure the full utilization of
with the potential of individual skills, competencies, thoughts, innovations, and

ideas to create a more efficient and effective company.

In simple words, knowledge management incorporates both holding and storing of
the knowledge perspective, with respect to the intellectual assets.

It is the deliberate and systematic coll a
technology, processes , style and structure in order to add value through reuse and
innovation.

Knowledge Management Theory

There are three distinct perspectives on Knowledge Management which leads to a
different estimation and a different definition.

Containers » Communities

Content

Knowl edge management is a business activity
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1 Executing the knowledge component of business activities as an explicit conce rn of

business in strategy, policy, and practice at all levels of the organization.

T Maintaining a direct link between an organi z4

(recorded) and tacit (personal know  -how) and positive business results.
What Cognitive  Science or Knowledge Science Perspective
Says?
Knowledge management is the transformation of knowledge in the form of insights,
understandings, and practical know -how that we all possess in other
manifestations like books, technology, practices, and traditions within
organizations of all kinds and in s ociety in general.
According to the Process/Technology Perspective

Knowledge management is the concept under which information is changed into
actionable knowledge and made available effortlessly in a usable form to the people
who can leverage it according  to their needs.

Why Knowledge Management

Application of Knowledge Management (KM) lie in the below four key areas

1 Globalization of Business T Organi zations today are more
operating in multiple sites, multilingual, and multicultura | in nature.
1 Leaner Organizations T Organi zations are adopting to ¢

understand customer value and focus on key processes to continuously increase it. The
ultimate goal is to provide perfect value to the customer through a perfect v alue creation

process that has zero waste.

1 Corporate Amnesia 1 We are freer as a workforce,
knowledge continuity for the organization and places with continuous learning demands
from knowledge worker. We no longer expect to s pend our entire work life with the same

organization.

1 Technological Advances I The world is more connected
smart phones and other latest gadgets. Advancements in technology has not only helped
in better connectivity but also ch anged expectations. Companies are expected to have
online presence round the clock providing required information as per the customer

needs.

Knowledge Management serves as one of the major response to the challenge of
trying to handle this complex, informa tion overloaded work environment. As such,
Knowledge management is perhaps best clustered as a science of complexity.
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Models of Km Cycle

Knowledge management cycle is a process of transforming information into
knowledge within an organization. It explains how knowledge is captured,
processed, and distributed in an organization. In this chapter, we will discuss the
prominent models of knowledge management cycle.

Till date, four models have been selected based on their ability to meet the growing
demands. The four models are the Zack, from Meyer and Zack (1996), the Bukowitz
and Williams (2000), the McElroy (2003), and the Wiig (1993) KM cycles.

Zack Bukowitz & Williams WIIG McElroy
Acquisition Get Creation Learning
Refinement Use Sourcing Validation
Store Learn Compilation Acquisition
Distribution Contribute Transformation Integration
Presentation Assess Application Completion

Zack Knowledge Management Model

The Zack model is extracted from work on the design and development of
information product s. Il n Meyer and Zackds
stage is designed to be logical and standardized.

In this cycle, the major developmental stages of a knowled ge repository are
analyzed and mapped to the stages of a KM cycle.

The stages are acquisition, refinement, storage/retrieval, distribution, and
presentation/use. This cycle is also known

Acquisition of Data or Information

Acquisition deal s with issues regarding origin of raw materials such as scope,
breadth, depth, credibility, accuracy, timeliness, relevance, cost, control, and
exclusivity.
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The guiding principleisthewell -known proverb of oO0garbage i
is, highest qua lity source data is required, else the intellectual products produced
downstream will be lower.

Refinement

Refinement may be physical (like migrating from one medium to another) or logical
(like restructuring, relabeling, indexing, and integrating.)

Fapostiory of » Newletters
Resvarch Results Bulleting
Sources Users
Acquire » Refine > Store - Distribute
|
!
Present » Calls and Surveys > "'""""n' infarpeet, » Editand Format
Decompose into K l
Units, Index and (=
Link
Indexed and Linked . [Online Via Web and | Imteractive Selection
Knowledge Units v Groupware 7| of Knowledge units

Refining also defines cleaning up (like sanitizing content so as to ensure complete
anonymity of sources and key players involved) or standardizing (like conforming
to templates of a best practice or lessons learned as used within that particular

organization) .

This stage also adds up to the value by creating more readily usable knowledge
objects and by storing the content more Vyex

Storage / Retrieval

Storage or Retrieval forms a bridge between the upstream addition and refinement
stages tha t feed the repository and downstream stages of product generation.
Storage can be physical (file folders, printed information) as well as digital
(database, knowledge management software).
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Distribution

Distribution defines how the product is to be delivere d to the end -user (like fax,

print, email) and encloses not only the medium of delivery but also its timing,
frequency, form, language, and so on.

Presentation

Context plays an important role in Presentation or Application stage. The
performance of each of the preceding value -added steps is evaluated here
example, does the user have enough context to be able to make use of this content?
If not, the KM cycle has failed to deliver value to the individual and ultimately to
the company.

o for

The repository and t he orefinerydé combined enabl e

knowledge of a firm. In this cycle, there is also an impression of having to
continually renew the repository and the refinery in order to avoid elimination.

The Meyer and Zack model is one of the most complete picture of the key elements

engaged in the knowledge management model. To be specific the notion of
refinement is a crucial stage in the KM cycle and one that is often neglected.

Bukowitz & Willlams Model

Bukowitz and Williams portray a knowl edge management process framework that

outlines OoOhow organizations generat e,
stock of knowledge to create valuebo.

In this framework, knowledge includes knowledge repositories, relationships,
information technolog ies, communications infrastructure, functional skill sets,
process know -how, environmental responsiveness, organizational intelligence, and
external sources.
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GET
ACCESS
F
USE BUILD
Knowledge OR
v
LEARN SUSTAIN
CONTRIBUTE

These stages aim on more long -range processes of matching intellectual capital to
strategic needs.

1 Get Stage is the first stage, it consists of seeking out information required in order to
make decisions, solve problems, or innova  te.

1 Use Stage is the next stage, and it deals with how to combine information in new and
interesting ways in order to foster organizational innovation. The spotlight is primarily
on individuals and then on groups.

1 The Learn Stage points to the formal process of learning from experiences as a means
of creating competitive gain. Learning in enterprises is important because it serves the
transition step between the application of ideas and the generation of new ones.

1 The Contribute St age of the Knowledge Management cycle deals with encouraging
employees to post what they have learnt to the communal knowledge base (like a
repository). Only in this way, can individual knowledge be made visible and available to
the entire organization, wh  ere and when appropriate.

McElroy Model

McElroy outlines a knowledge life cycle that consists of the processes of knowledge
production and knowledge integration, with a series of feedback loops to

organizational memory, beliefs, and claims and the business -processing
environment.

1 Problem claim f ormulation is an attempt to learn and state the specific nature of the
detected knowledge gap.
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1 Knowledge claim formulation acts as a response to approved problem claims via
information acquisition and individual and group learning.

1 New knowledge claims are tested and examined through knowledge claim evaluation
processes.

1 Evaluation of knowledge claims results in surviving knowledge claims that will be

integrated as new organizational knowledge or falsified/undecided knowledge claims.

Experience gained from  the application of knowledge in the organizational

knowledge base leads to new claims and resulting beliefs, triggering the cycle to
begin all over again.

In knowledge production, the primary processes are individual and group learning.

Knowledge claim for mulation, information acquisition; codified knowledge claim
and knowledge claim evaluation.

Individual &
—® Group Learning

F

L 4

Eormulate Knowledge Claim Codified Knowledge
Probi | i o Formulation — K ledae Clai Claim
roblem claim nowledge Claim Evaluation
Information
Acquisitions
—»
These knowledge production processes can be briefe d as 1T
1 Individual and group learning marks the first step in organizational learning.
T Knowl edge claim validation includes codipcatio
T A  formalized procedure is essential for the r

group in novations.

1 Information addition is the process by which an organization deliberately or
serendipitously acquires knowledge claims or information produced by others, usually

external to the company. This stage plays a basic role in formulating new knowledge
claims at the organizational level.

Knowledge integration is the process by which an organization announces new
knowledge claims to its operating environment and retires old ones. It includes all
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knowledge transmission such as teaching, knowledge sharing, and other social
activities that either connects an understanding of previously produced
organizational knowledge to knowledge workers or accommodate newly minted
knowledge.

One of the advantages of the McElroy cycle is the clear description of how
knowledge is exam ined and a conscious decision is made as to whether or not it
will be included into the organizational memory. The authorization of knowledge is

a step that clearly differentiates knowledge management from document
management. The KM cycle aims at processe s to identify knowledge content that is
of value to the organization and its employees

WIIG Model

WIIG highlights the three conditions that need to be present for an organization to
conduct its business successfully.

1 It must have a business (commodities/se rvices) and customers.
1 It must have resources (people, budget, and facilities).
1 It must have the strength to act.

WIl G marks the major purpose of KM as an
intelligent -acting by facilitating the creation, accumulation, deplo yment and use of
guality knowledge. 6 WI I Géds KM cycle shows
individuals or as organizations.

The following figure shows the four major steps of the WIIG model.
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Load from Personal
Buiild Experiences, Formal
Knowledge ¢ education and Training,
Intelligence Sources,
Media, Books, Peers
In People
In Tangible
Hold Knowledge
g Forms (Eg,
Books)
KM Systems
le (Intranet, dBase)
Pool Knowledge groups of people
brainstorm
In Work Context,
Use Knowledge »1  Embedded in
Work Processes
1 Building knowledge i From external and internal knowl e
! Holdingknowledge T Storing the information in a part:.i
1 Poolingknowledge 1T Through intranets and knowl edge ma
1 Applyi ngknowledge 7 I n the context of work embedded i
Integrated Cycle
The following are the three major stages of integrated cycles of knowledge
management strategy when introduced in any

1 Knowledge capture and/or creation
1 Knowledge sharing and dissemination

1 Knowledge acquisition and application
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Know ledge Capture states the identification and frequent codification of existing
(usually previously unnoticed) internal knowledge and know -how within the
organization and/or external knowledge from the environment.

Knowledge Creation is the advancement of ne w knowledge and know -how
innovations that did not have a previous existence within the organization.

Once, itis clear that the newly identified content is of sufficient value, the next step
is to contextualize this content. This involves maintaining a con nection between
the knowledge and those knowledgeable about that content.

Contextualization also indicates identifying the key elements of the content in
order to better match to a variety of users. Finally, contextualization succeeds to
when the new conte ntis firmly, precisely yet seamlessly, embedded in the business
processes of the enterprise.

The knowledge management cycle is then rechecked as users understand and
decide to make use of content.

The users will update usefulness, and they will signal whe n it becomes out of date
or when this knowledge is not applicable.

Knowledge Management - Models
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All the Knowledge Management models described in this chapter attempt to
address knowledge management from a universal and broader perspective.

von Krogh and R  oos Model

The von Krogh and Roos model of organizational epistemology (1995) is the first
model that precisely differentiates between individual knowledge and social
knowledge.

This model, analyzes the following aspects

1 Why and how the knowledge getstoth e workers of a company
1 Why and how the knowledge arrives at the organization
1 What does knowledge mean for the workers as well as the organization
1 What are the barriers of organizational knowledge management
In their organizational model, knowledge is to be found both in the mind of the

people and in the links between them.

This model examines the nature of knowledge management from the perspective of

v

Staff members

Communication and connection

)l
)l
1 Organizational structure and layout
1 Network between members and

)l

Management of human resources

The above five factors create issues that can prevent knowledge management
strategies.

Nonaka and Takeuchi

The Nonaka and Takeuchi model of KM has its base in a universal model of
knowledge creation and the management of coincidence.

There are four different modes of knowledge conversion in the Nonaka and

Takeuchi model of knowledge conversion 1T
1 Socialization (tacit to tacit) i.e. Indirect way,
1 Externalization (tacit to explicit ) i.e. Indirect to Direct way,
1 Combination (explicit to explicit) i.e. Direct way, and
71 Internalization (explicit to tacit) i.e. Direct to indirect way.
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Internalization Combination

Explicit Explicit
Socialization is the technique of sharing tacit knowledge through observation,
imitation, practice, and participation in formal and informal communities and
groups. This process is basically preempted by the creation of a physical or virtual
space wh ere a given community can interact on a social level.

Externalization is the technique of expressing tacit knowledge into explicit
concepts. As tacit knowledge is highly internalized, this process is the key to
knowledge sharing and creation.

Combination is the technique of integrating concepts into a knowledge system.
Some examples or cases would be a synthesis in the form of a review report, a trend
analysis, a brief executive summary, or a new database to organize content.

Internalization is the technique of embodying explicit knowledge into tacit
knowledge.

Choo Sense -Making KM model

The Choo Sense -Making KM Model (1998) focuses on

1 Sense Making
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1 Knowledge Creation
1 Decision making skills

These three highly interconnected processes play a maj or role in the unfoldment of
the organizationds knowledge vVvision, itds po
commitment into taking knowledge creation to the utmost consequences.

Sense Making T | t s-teimaimgs the warranty that organizations will ad apt
and continue to prosper in a dynamic and complex environment through activities

of prospecting and interpretation of suitable information enabling it to understand

changes, trends and scenarios about clients, suppliers, competitors and other
external e nvironment actors.

Knowledge Creation T |t i s a process that allows a |co
organize and process information in order to generate new knowledge through
organizational learning. The new knowledge obtained, allows company to develop
new abilities and capabilities, create new products and new services, improve the
existing ones and redesign its organizational processes.

DecisionMaking T The Company must choose the best] o
are plausible and presented and pursue it b ased on the organizafi
Decision making process in companies is constrained by the bounded rationality
principle.

This model focuses on how informational elements are selected and fed into
organizational actions.

WIIG Model

Karl Wiig KM model  (1993) marks the basic principle which says, in order for
knowledge to be useful and valuable, it must be organized and synchronized.

Some essenti al di mensions in the W I GS KM mod
1 Completeness
1 Connectedness
1 Congruency and
1 Perspective and purpose

Completeness T |t describes how much relevant Ko\
given source. Sources vary from human minds to knowledge bases (like, tactic or
explicit knowledge).
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First of all, we have to make sure, that the knowledge is complete if all the
information available on the subject is there but if no one knows of its existence,
they cannot make use of this knowledge.

Connectedness 1 |t bri ef s aumndenstbod anh e welvdefined relations
between the different knowledge objects. Most knowledge objects are connected to

each other, the more connected a knowledge base is then the more consistent the
content and the greater its value.

Congruency 1 A knowl edge uemtawhen alt ehe dacts, concepts,
perspectives, values, judgments, and relational links and connections between the
objects are consistent. Most knowledge content do not meet such ideals.

Perspective and Purpose T 1t is a technique t honeethiggh whi
but from a particular point of view for a specific purpose. We organize much of our
knowledge applying to the dual dimensions of perspective and purpose.

This model attempts to define different levels of internationalization of knowledge
and there fore could be seen as a further refinement of the fourth Nonaka and
Takeuchi quadrant of internalization.

Boisot | -Space

This model is based on the key concept of information which is good and that is
different from a physical asset.

Boisot differentiates  information from data by emphasizing that information is what
an observer will extract from data as a function of his or her expectations or prior
knowledge.

Boisot's model can be seen as three dimensional cube with the following
di mensi ons 1T

M From uncodifi ed to codified
9 From concrete to abstract
1 From undiffused to diffused

He proposes a Social Learning Cycle (SLC) that adopts the | -Space to model the
dynamic flow of knowledge through a series |of

-

f Scanning T Wi sdom i s gained f blemomdiffgsechdata.al |y avail a

1 Problem -Solving 1 Problems are solved offering strugt
insights as knowledge becomes codified.
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! Abstracton T The newly codified wisdom is generald.i
knowledge becomes more abs tract.

9 Diffusion T the new wisdom are shared with a targ
abstract form as knowledge becomes diffused.

1 Absorpton T The newly codified insights are applie
new learning experiences as know ledge is absorbed and produces learnt behavior and
so becomes uncodified or tacit.

7 Impactng T Abstract knowledge becomes fixed in c

artifacts, rules or behavior patterns as knowledge becomes concrete.

The Boisot's model co nsiders companies as living organisms. Their process of
growing and developing knowledge assets within companies is always changing.

This means that companies need to adopt a dynamic KM strategy which
accommodates the dynamic nature of the organizational learning cycle.

Complex Adaptive System Models

According to the ICAS (Intelligent Complex Adaptive Systems) theory, an
organization is seen as an adaptive, complex system.

Complex adaptive systems includes many independent agents that interact with
one another locally and their combined behavior gives rise to complex adaptive
phenomena.
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These models contain a series of functions that makes sure that the viability of any
living system in general and of organizations, in particular.

ICAS systems are based on cyber netics principles, which uses communications and
control mechanisms in order to understand, describe and predict what a viable
organization should do.

Adaptive systems involve lots of independent agents which are interacting. Their
behavior makes possible the appearance of some complex circumstances of
adaptation. A general model of a complex behavior is the result of all the
interactions. Inside the adaptive model, the intelligent elements are made of people

who are self -organized, but who can remain as a part of general hierarchies of the
organizations.

The challenge is to use the advantage offered by the force of the people when they
cooperate, keeping a global sense of unity. Organizations solve issues by creating
options, using resources, both internal and external, that can add value over the
initial input.

Knowledge Management - Tools
Knowledge Acquisition and Application

Knowledge acquisition is the process used to describe the rules and ideologies
required for a knowledge -based system. It is the process of extracting knowledge
from experts and structuring this knowledge into a readable form.

Some techniques used in the pr  ocess of extracting information are Interviewing,
Observations, Protocol Analysis, and Brainstorming.

|t is ideally driven by strategies 1T for
knowledge is needed, what it has, and then fills in the gap by developing n ew
knowledge or acquiring it. Knowledge acquisition has several applications that we

will be discussing in this chapter.

Codifying Explicit Knowledge
Converting unspoken knowledge to a categorical form by way of codifying, and to

acquire this tacit knowled ge as explicit meta -knowledge (knowledge about
knowledge).

This is basically a directory which knows what and how to contact them. The aim
of the codification is to make it easy to organize, locate, share, store, and use the
knowledge.
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Common material incl uding codified knowledge are manuals, spreadsheets,
decision support systems and procedures.

Anyhow, the codification process is generally expensive and it is difficult to code for
universal understanding too.

Creation of Tools

Knowledge creation is all ab  out continuous transfer, combination, and conversion
of the different types of knowledge, as users practice, interact, and learn.

Project

Content creation and management tools are essential to structure and organize
knowledge content for each retrieval and maintenance. It consists of the following
tool s 1T

Authoring Tools

Annotation Tools

l
il
1 Data Mining and Knowledge Discovery
1 Templates

il

Blogs
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Authoring Tools

Authoring tools include the software that allow users to create web page or
multimedia applications. These are tools by which various media elements are
brought together to structure and flow.

Authoring tools align with the aim of capturing t he author's tacit knowledge and
helping structure that knowledge into an explicit form.

Annotation Tools

Annotation tools help in addition of explanatory comments to a document after it

has been created. The comments can be public as well as private. Tools like track
changes in MS Word is an example of annotation tools. This tool also helps with

the goal of capturing tacit knowledge by allowing authors to connect their expertise

to a certain document.

Data Mining and Knowledge Discovery

Data mining pioneers new or hidden patterns in data that resides in multiple
databases. It includes statistical analysis to discover relations, correlation, and
market related analysis.

Various analysis tools are approached in data mining such as statistical analysis
tools e. g. SAS, data mining suites, and data visualization tools.

This tool accomplishes the goal of creating new knowledge by being able to analyze
existing data and making something useful out of it. It also helps in predicting
future occurrence and forecast exp  ected outcomes.

Templates

It includes designing or patterning of an item that acts as a guide for designing or
constructing similar items. This tool is helpful to organize knowledge in a
systematic manner, by following an established design.

Blogs

These ar e webpages that typically focus on a specific subject. They can be like
personal pages that are much like personal diaries which are periodically updated
and accessible publicly. This web tool fits with the aim to elicit knowledge, by
authors being able to  express their unique ideas and opinions.

Sharing and Dissemination Tools

It includes groupware and collaborative tools. These tools acts as enablers of
knowledge flow and knowledge -sharing activities among personnel.
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Groupware invokes class of software (programs) that allows to work together while
located remotely from each other.

Here, collaboration is mainly referred as groupware, or work group productivity
software. For example T LAN (Local Area

Typically, a groupware supports the foll owing

Password Protection of document
Schedule meeting and allocate resources
File distribution

Electronic newsletter

Email (Electronic mail)

Group Calendars

Collaborative writing system

Video Communication System

Chat Systems

=A =/ =2 =4 =4 4 -4 4 -4 -4

Knowledge Management - Strategy

Knowledge management strategy is a general, issue -based approach to define
operational strategy and objectives with specialized KM principles and approaches.
't helps in addressing questions I|ike T

1 Which k nowledge management approach, or set of approaches, will bring the most value

to the company?

1 How can a company prioritize alternatives, when any one or several of the alternatives

are appealing and resources are limited?
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Strategy Strategy
C E
Strategy
F

Strategy Strategy Strategy

SV L

Knowledge
Management

e

What is the best
Knowledge Management strategy?

‘4

&

A good Knowledge Management strategy posses
1 A Stated Business Strategy and Objectives 1 It should have produ
target customers, referred distribution or delivery channels, characterization of
regulatory environment, mission or vision statement.
1 A Description of Knowledge -Based BusinessIssues T Need for <coll abor

level performance variance, need for innovation, and need to address information

overload.

1 An Inventory of Available Knowledge Resources T Knowledge capital,

infrastructure capital.

1 An Analysis of Recommended Knowledge Leverage T Poi matbsefstwhat can be
done with the above -identified knowledge and knowledge artifacts and lists Knowledge
management projects that can be undertaken with the intent to maximize ROI and

business value.
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Knowledge Audit

A knowledge audit service marks the co  re information knowledge requirements and
uses in an organization. It also outlines the gaps, duplications, and flows and how
they contribute to business goals as well as the owners, users, uses, and key
attributes of core knowledge assets.

It producesthe f ol |l owing types of results 1T
1 Identification of core knowledge assets and flows like who creates, who uses.

1 Identification of gaps in information and knowledge required to manage the business
effectively.

1 Areas of information policy and ownership that need s progress. Opportunities to
minimize information -handling costs.

1 Opportunities to improve coordination and access to commonly required information.

A better understanding of the contribution of knowledge to business results.

GAP Analysis

This involves est ablishing the current and desired states of knowledge resources
and KM levels. Specific projects further defined in order to address specific gaps
that were identified and agreed upon as high -priority areas.

-

A good gap analysis addresses the following poin t s 1

1 The major differences between the current and desired KM states of the organization.

T Enlist barriers to KM implementation |ike cul't

individual possession of knowledge is consistently rewarded.
1 Enlist KM leverage points or enablers like existing initiatives that could be built upon.

1 Identify opportunities to collaborate with other business initiatives like combine

knowledge continuity goals with succession planning initiatives in Human Resources.

T Conduct a risk analysis |like knowledge that
imminent retirements or knowledge that is at risk because only a few individuals are
competent in this area and very little of their expertise exists in coded or tangible
kno wledge assets.

1 Redundancies within the organization like the case of the right hand not knowing what
the left hand is doing.
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1 Presence of knowledge silos like groups, departments, or individuals that hoard

knowledge or block fluid knowledge flows to other g roups, departments, or colleagues.

This analysis is further used to list and prioritize KM objectives to be addressed by
the organization.

Knowledge Management - Metrics

Intellectual assets are generally categorized as human capital (like the know -how
ofknowl edge workers that is Orentedd by an d
the policies, procedures, and applications

customer or relationship capital (like the value of customer relationships and
loyalty that has be en built up over the years).

A variety of fairly sophisticated KM measurement techniques are available now that
can help assess how well an organization is progressing. These involve
benchmarking, the balanced scorecard method, and the house of quality mat riX.

Before introducing any metric  -based system, we have to be clear regarding what
we want the metrics to answer. Metrics generally helps us to answer several
guestions, such as T

1 Is Knowledge management working as required? And if not, what needs to be f ixed?
1 Is execution on track, and if not, what needs to be fixed?

1 Are people doing what they are assigned to do? Who is doing well, who is not doing

well?
1 Are we delivering value? If we aren't, let's stop, or find a better way.

Measuring KM Implementation

The first thing to be done is probably wanting to measure, and how well we are
managing to implement KM.

When we run your assessment at the start of KM implementation, we will develop
some baseline metrics which you can measure the improvement against.

A KM assessment protocol measures various aspects of knowledge flow within an
organization, and allows you to identify blockers and obstacles to knowledge flow.
Rerunning the assessment later allows you to measure progress.

Measuring KM Compliance
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Let us assume that an employee named Steve has introduced a knowledge
management framework to the organization, with some clear accountabilities and
clear expectations in the form of KM policies and standards.

At this stage, Steve might want to measure whe ther people are complying with these
expectations, by using dashboarding and analytical tools to track his project
members in an organization. Similar dashboards will be required in other functions

of an organization.

Measuring KM Activity

Itis also usefu |to introduce some activity based metrics to track different elements
of your Knowledge management system.

Measuring Business Outcome

It is generally believed that, knowledge management leads to continuous
performance improvement. As knowledge improves, s o does the efficiency and
results of an organization. Therefore, the more we deploy these methods and
implement them, the better will be business performance.

Benchmarking

Benchmarking is the hunt for industry wide best practices that leads to superior
performance. It is a fairly straightforward Knowledge Management metric that
represents a good starting point.

Benchmarking basically consists of a study of similar companies to determine how

things are done best in order to adapt these methods for their own use. This
approach i s best summed up by the Hindu pro
best. 6

There are two general types of benchmarking
1 Internal benchmarking I Comparisons against other wunits

or a comparison of a single unito  ver different time periods.

1 External benchmarking T Comparison with other companies

Balanced Scorecard

A Balanced Scorecard method (BSC) is a judgement and management system that
enables enterprises to clarify their vision and strategy and which translate s them
into action. It offers feedback on both the internal business processes and external

results in order to continuously improve strategic performance and results.
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Bal anced Scorecard is a conceptual framewo

visionint o a set of performance indicators distni

1 Financial Dimension T I nvolves measures such as operati
employed, and economic value added.

1 Customer Dimension T It is associated with ergatsfactione a s u
retention, and market share in targeted segments.

91 Internal Business Processes 1 Consists of measures such as
quality.
1 Learning and Growth T addresses measures such as worke

and skill sets.

Through BSC, an enterprise can monitor both its current performance (finances,
customer satisfaction, and business process results) and its efforts to improve

processes, motivate and educate empl oyees,
its ability to learn  and improve.

The balanced scorecard method is applicable to both profitable and non -profitable
enterprises as well as to both private and public sector companies. It provides a
number of significant advantages, including the translation of abstract goals into

action items that can be continuously monitored. In addition, the balanced
scorecard method provides objective measures of the current scenario, and helps

initiate the changes required to move from the current to the desired future state
of the compan .

The House of Quality Method

The house of quality method was discovered to show the links between true quality,
quality characteristics, and process characteristics. It was done using

the Fishbone Diagram , with true quality in the heads and quality and p rocess
features in the bones.

www.educatererindia.com



http://www.educatererindia.com/

COMPILED BYGAUTAM SINGH STUDY MATERIALMANAGEMENT 0 7830294949

-‘.'&
l.'!-
- T —
—
\ —
N ot -3 N~
P
,
\_ pt
“ \
Y
e p— &
:ﬁ‘_{:—: 4
¥ ke o~
'_J'l -‘\_\-Nk g
v ‘,' .__.—--_——. _f__"'-/
l";
-
This technique was also known as Quality Function Deployment (QFD) , as it

~

l inks the customerds needs with marketagng,
manufacturing, and service functions. It can be used for service as well as software
products.

QFD is the only comprehensive quality system that aims specifically at satisfying
the customer. It concentrates on maximizing customer satisfaction (positive
quality), measured by metrics, such as repeat business and market share.

It focuses on delivering value by seeking out both spoken and unspoken needs,
converting these into design targets, and communicating the targets throughout
the organization.

In addit ion to this, it allows customers to prioritize their requirements, tells us how
we are doing compared to our competitors, and then directs us to optimize those
features that will bring the greatest competitive advantage.

Knowledge Management In organizatio  ns
Organizational Culture

Organizational culture figures out values and beliefs which are an integral part of
what one chooses to see and absorb. It comprises of a shared perception of reality,
regarding how things are and how things should be. Furthermore , community and
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group culture determines the willingness and conditions for knowledge sharing
with other members of the enterprise.

Thus, knowledge and knowledge sharing, are inseparable from organizational
culture. The interface for culture is social inte raction, the web of communications
that constitute a community.

Organizational culture can also be described in terms of both its causes and effects.
Using results perspective, culture can be defined as a manifested pattern of
behavior, consistent behavior  al patterns observed across a group of individuals, or
othe way we do things around here. o6 So, culftu
people perform tasks, solve problems, resolve conflicts, treat customers and
employees, and so on.

Using a process persp ective, culture is defined as a set of mechanisms such as
informal values, norms, and beliefs that control how individuals and groups in an
organization communicate with each other and people outside the organization.

Different Types of Culture

Thisclassif i cati on scheme c¢crops four types of or|ga

f Communal 7 |t give its members a sense of bdrivemngi pgr
Leaders of this culture are basically very inspirational and charismatic. The drawback
is that they often  exert too much influence and other members are rarely vocal.

1 Networked T Her e, the members are treated as frijen
connect with each other and love each other. They are willing to help each other and
share information. The drawback of this culture is that people are so kind to each other

that they ar e reluctant to point out and criticize the poor performance.

1 Mercenary T I't focuses on strict goal s. Here membgr s
and to get the job done quickly. Since everyone aims on goals and objectivity, there is
little room for politic  al cliques. The drawback is that those with poor performance may

be treated inhumanely.

1 Fragmented 7 Here the sense of belongingness and ifder
is usually very weak. The individualists comprise the organizations, and their
commitment is first towards individual members and task work. The drawback is that

there is a lack of cooperation.

Organizational Culture Analysis

Basically organizational culture can be splj't
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1 Artfacts T These i mper s deekementssudthas processeshpstructures, goals,
climate, dress codes, furniture, etc. A foreigner can see them but may not understand
why things are the way they are.

1 EspousedValues T The values are advocated by the | ealde

in shared assumptions of how the company should be run. If there is a convincing

mismatch between the leadership espoused values and this perception, the company
may be in trouble.

1 Assumptions T These are the authentic val uesfernthie t h
tacit views of the world itself (like human nature). Again, these inferences should need

1%

to correlate at least to a certain degree to the espoused leadership values for the
organization to function smoothly.

Effects of Culture on Individuals

Thereare three basic ways in which a culture Jef

1 SocialNorms 1T |t is simply a behavioral expectation
in certain situations.

t

1 SharedValues T Shared values are the consantsofpepple af flec

who guide their behavior. For example, individuals who internalize the value of honesty
feel guilty when they are cheating or faking.

1 SharedMentalModel T It defines a causal relationship |be

that people depend on  mental models can be traced back to reality that it uses to
anticipate events. Mental models are built from perception, imagination, or the
comprehension of discourse.

Organizational Maturity Models

Organizational culture includes a set of norms, routines, and unspoken rules of

how things are done in that organi zation.
different states of maturity, and these can be assessed using a variety of
organizational and KM m  aturity models.

A maturity model is defined as a descriptive model of the stages through which

organizations progress as they define, implement, evolve, and improve their
processes.

This model acts as a guide for selecting process, improvement strategies b y
assisting the determination of the current process capabilities and the
identification of issues most critical to quality and process improvement within a

particular domain, like software engineering or systems engineering.
www.educatererindia.com



http://www.educatererindia.com/

COMPILED BYGAUTAM SINGH STUDY MATERIALMANAGEMENT 0 7830294949

KM Maturity Models

There are a number of organizational and KM maturity models, mostly derived from
the Capability Maturity Model (CMM).

Five Level of Capability
\ 5. Optimizing
4

S 4, Managed
\ Continuous process
> A improvement.

3. Defined
N "

N b
2. Repeatable
-

1. Initial

S~ Qust get the job done!

The CMM was developed to describe the phases of software development processes,
and the model was subsequently updated to the Capability Maturity Model
Integration in 2000 (CMMI Projec  t Team, 2002) in a better way.

The Capability Maturity Model describes five evolutionary levels in which an
organi zation manages its processes. The fiwv

! Inital T Processes are i mprovised, chaotic, rar el

7 RepeatableT Basic processes are established,
stick to these processes.

and 4

1 Defined T Al l processes are precisely defined, doc
into each other.

9 Managed T Pr ocesses ar e magdetgileddatdbonthepoobessesamnditheir
quality requirements.

7 Optimizihg 7T Continuous process improvement is affi

feedback and from piloting new ideas and technologies.

Infosys KM Maturity Model
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Again, five maturity | evels are specified, and each level is characterized by the
efficiency of the knowledge | ife cycl e,

1 Knowledge Acquisition
1 Knowledge Dissemination

7 Knowledge Reuse

Default

1 The only way to create organizational knowledge is through formal training.

1 There is a lack of management of knowledge.
Reactive

1 Knowledge is only shared when there is a need for it.
Aware

1 A basic KM system is developed and meets business requirements.
1 Knowledge-sharing activities are sportingly encouraged.

1 The advantages of KM are beginning to be realized.
Convinced

1 Enterprise -wide KM system has been rooted.
1 Quality and usage of contents are assured.

1 Reuse of knowledge at a project level.

Sharing

1 Knowledge sharing becomes a part of organizational culture.
1 Organizational boundaries are discarded.

1 Knowledge processes are continuously progressed.

CoP Maturity Models

The Wenger CoP life -cycle model provides a good characteristic to assess whether
informal networks exist within an organization and whether they are recognized
and supported by the organization.

The life -cycle model shows that a community requires to have attained the maturity
and stewardship of knowledge levels in order to begin creating value for its
members and for the organization as a whole.
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The key features of the maturity model

1 Paulk organizational Maturity T represent s ddnewtechnplogworprocess

within an enterprise, which is a very good match for the introduction of new KM
functions.

1 Fujitsu organizational Maturity T provides a fast and easy way,

or pervasive a culture is within a given enterp rise, which can provide valuable guidance
either in selecting pilot KM sites, if the enterprise is in the earlier stages, or in focusing
on closely aligning KM with the overall business strategy.

1 Paulzen and Perc Maturity T It is quite siysKMmadelandgrantsfoe | nf

incremental introduction of KM initiatives into an organization based on the phase of
KM maturity.

1 Forrester Group KM maturity T A model that marks on how em

relevant content, which is particularly well suite d for an incremental introduction of
knowledge support services within an organization.

Knowledge Management - Team

The skills required for a knowledge management team member ranges from

business awareness to management skills, learning abilities, communic ation and

interpersonal skills, as well as information management and information
technology expertise.

KM professionals should be proficient in retrieving information, evaluating or
assessing information, organizing and analyzing content, presenting conte
ensuring the security of content, and collaborating around valuable content.

One of the best approaches for forming an effective Knowledge management team
is to define different types of knowledge management professionals and the types
of skills, attri  butes, and background they should ideally possess.

A KM dream team collectively possess skills of communication, leadership,
expertise in KM methodology, processes, tools, negotiation followed by strategic
planning, combined with the following attributes, l.e., know the organization,
remain connected to the top, adopt a systems view, and be an intuitive risk taker.

Knowledge Management Roles

The roles involved in knowledge management are quite distinct. These include
foll owing categories 1T
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Knowledge leaders , also introduced as  knowledge management champions , Who are

responsible for promoting KM within the enterprise.

Knowledge managers  are accountable for the acquisition and management of internal
and external knowledge.

Knowledge navigators are accountable for knowing where knowledge can be located,
also called knowledge brokers.

Knowledge synthesizers are accountable for providing the recording of significant
knowledge to organizational memory, also referred as knowledge stewards.

Content ed itors are answerable for codifying and structuring content, also known as
content managers who deal with capturing and documenting knowledge researchers,
writers, editors.

Knowledge Management & Roles & Responsibilities

The primary roles and responsibiliti es can be summarized as fqll

1 Designing Information Systems T Il ncl udes designing, evaliljuat
information content, database structures, indexing and knowledge representation,
interfaces, networking, and technology.

1 Managing Information Systems T I ncludes maintaining the integ
of the data, updating, modifying, improving the system, and operating the system.

1 Managing Information Resources T Il ncludes managing organi zjat
resources t o support organizational missions and for competitive advantage.

f Traning T I ncludes coaching, ment or i ng-upacddfenrcyckei t y| o f
training support, and feed  -back lessons learnt, best practices into training content.

1 Serving as Informa tion Agency T Pl aying as information conjsul
clients: advising, training, guiding on information, information sources, information
use, acting as agents on behalf of clients: gathering, evaluating, analyzing, synthesizing,
and summarizing information for clients.

1 Maintaining Healthy Relations T for information systems/techno

1 Designing and generating information services 1 and product s pupl i
databases, information systems, multimedia products, and stories from storytelling

1 Work shops 1 Can be |l everaged for devel oping conten
workshops.
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1 Offering Knowledge Journalists I The employees can offer t helj

insightful content based on their roles and responsibilities.

Ethics in Knowledge Ma nagement

Et hical theories are divided into three gen

er

1 MetaEthics T I nvestigates where our ethical principle

they mean. Meta -ethical answers to questions on the issues related to universal truths,
the will of God, the role of reason in ethical judgments, and the meaning of ethical terms
themselves.

1 Normative Ethics T It takes on a more practical t ask
standards that regulate right and wrong conduct. This includes articulating the good
habits that we should acquire, the duties that we should follow, or the consequences of

our behavior for ot hers.

1 AppliedEthics T 1t involves examining precise contro
concerns and how whistleblowers will be treated.
Ethics in Knowledge Management comprises of valuing human beings. Ethics are
also considered to be a simple matte  r, but that is a misconception. Much of ethics
can be distilled down to boundaries that can help employees of an organization
stay on the correct side of organizational policy and help clarify ethical issues.
Managing ethical liabilities involves four majo r processes 1
1 Prevention , using codes of conduct and standard operating practices, principles and
providing landmarks, fences.
1 Detection ,using automated systems to accomplish and monitor ethical compliance and
to verify appropriate use of company assets.
1 Reporting , where employees are able to address unethical behaviors without suffering
any retaliation.
1 Investigation , which often needs outside assistance in order to be thorough, fair, and
neutral.
Knowledge Reuse
Markus (2001) identifies three major roles i n the reuse of knowl e
1 Knowledge Producer T The original designer of the know
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1 Knowledge Intermediary i The one who packages and prepar

it can be stored, retrieved, and shared. This include any number of functions like

ind exing, categorization, standardizing, publishing, mapping, etc.

1 Knowledge Consumer T The person who i s tubeeofthekoowledges r
in question.

The two very general types of knowledge r

1 Internal 1 Here the knowl ed g &s/hepown knowdedge at s@ne futurd
point.

9 External T The knowledge worker uses someone el s

Knowledge Repositories

A Knowledge repository is an online database that systematically absorbs,
organizes, and categorizes knowledge -based information.

They are basically the private databases that manage enterprise and proprietary

information, but public repositories also exis t to manage public domain
intelligence.

They are also known as digital learning repositories, Digital object repositories and
Electronic performance support systems.

It helps organizations connect people with information and expertise worldwide
through onl ine searchable libraries, discussion forums and other elements.

The key features of an effective digital kn

1 Centralizaton 1T A wide variety of digital coursewar
sources, can be stored in a central location where it can be tagged, shared and

commented upon globally within one consistent interface.

1 Content Management I The breadth of |l earning content

simulations, data, learning modules, articles, blogs, YouTube videos, be st practices
guidance, monitoring capabilities and contact information. Content can be searched by
keywords, learning outcomes, and other vehicles.

i CostSavings T Repositories can potentially reduce
by making affordable ¢ ourse materials accessible, reducing the need for classroom

training and stimulating productive informal learning.

1 AccessControl T By restricting individual content
and other security functionality, curators can accompli sh various goals. Access controls

often involve safeguarding proprietary information and protecting intellectual property.
www.educatererindia.com
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Some, but not all, repositories employ Digital Rights Management (DRM) to protect and

monetize intellectual property in the market.

1 Record Management 1T Repositories can integrate with |
to blend seamlessly into learning and talent management programs.

Some of major challenges faced by knowledge management function are as follow S
T

1 Security T Accommodating the right |l evel of securi
Conscious information should be shielded from most users, while allowing easy access
to those with the proper credentials.

1 Getting People Motivated T Overpowering organi zational
developing a culture that embraces | earning, s
with technology.

1 Keeping Up With Technology T Regul ating how knowl edge s
transferring it quickly , and effectively is a huge challenge. Constantly changing
structures mean |l earning how to be smart, quic
tool must be able to finish.

1 MeasuringKnowledge T Knowl edge is not somet hing tafmdat
is far more complex because it is copied out of human relationships and experience. The
focus should be on distributed purpose rather than results or efforts.

1 Overpowering Shared Leadership i As a knowledge | eader, the
the responsi bility to collaborate with fellow colleagues, persuade them to share their
knowledge base for the benefit of the organization.

1 Keeping Accurate Data T It is also the basic function
accurate and authentic in nature.

Knowledge Man agement & Research Issues
Some sample KM research topics include the

1 The exact mechanisms by which knowledge and learning are institutionalized and

embedded in the corporate memory.
1 Supporting communities of practice and enhancing professional education.

1 The best way to make stories work best and its requirement.
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The urge in employees to share their knowledge with each other or, conversely, to hoard
it.

Steps management can take to in  crease knowledge sharing among employees.
Application of weblogs in KM research.

Different types of data collection and how they can be analyzed.

Finding the gap between theory and implementation of knowledge management systems
and principles?

KM for Indiv iduals, Communities, and
Organizations

Knowledge management contributes towards the benefits of individual employees,
communities of practice, and the organization itself.

Knowledge Management for the Individual

il

1

Helps them do their work efficiently and save time through better decision making and
problem solving.

Develops a sense of community bonds within the organization and keeps the people
updated.

Introduces challenges and opportunities to contribute.

Knowledg e Management for the Community

f
f
f
f
f

Promotes professional skills

Matures peer -to-peer mentoring

Provides more effective networking and collaboration

Fosters a professional code of ethics that members can follow

Ensures a common language

Knowledge Management for the Organization

= =2 =4 =

Assists drive strategy
Settles problems quickly
Circulates best practices

Upgrades knowledge embedded in products and services

Knowledge Management - Leadership
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A knowledge leader (or champion) is a person with or without the title of Chi ef
Knowledge Officer (CKO), Head of Knowledge Management, or something similar.
However, he or she is widely noticed as the person who is setting the direction for
knowledge management and driving it forward.

We have five broad knowledge | eadership app

The Contingency approach
The Behavior approach
The Transformational approach

The Transactional approach

=A = =2 =4 -4

The Trait approach

The Contingency Approach

The different methods of Knowledge Management are not mutually exclusive and
we cannot claim one approach is instinctively better than another.

Contingency approach is based on the assumption that there is no universal
approach or best practice to manage or solve distinct problems. A constant search
for appropriate methods of solutions and management for different situations and
conditions characterize it. It is a creative and system approach.

It also recognizes the need for flexibility, dependent on the process applied to
achieve a given goal and str esses that the appropriateness of a Knowledge

Management approach will depend on the business context and the available
resources.

The Cultural / Behavior Approach

The Behavior approach has its origins in change management and business
process re -engineeri ng. It regards knowledge as a managerial issue. Based on this
approach, although technology is necessary for the management of explicit
knowledge resources, it is not the only solution for knowledge management. In this
approach, the focus is more on innova  tion, creativity and learning rather than
focusing on manipulating explicit resources or knowledge creation.

The distribution and sharing of knowledge is embedded in interactions and
networks among people and their institutionalized groupings, e.g., teams and
organizations, that enable us to access the diverse resources of intelligence.

The Transformational Approach
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Transformational leadership has the ability to effect employee's perceptions
through the returns an organization gets in the form of human capi tal benefits.
Transformational leaders have the ability to make those benefits greater by adding

them in the knowledge management processes, encouraging interpersonal
communication among employees and creating organizational culture.

Transformational leade rship improves the levels of organizational innovation
through creating a participative environment or culture and it can do so directly or
indirectly by changing organization's culture which supports knowledge sharing
and management in the organization.

Transformational leaders promotes a culture where employees have the autonomy
to speak about their experiences. It has been seen t hat transformational leaders
are more innovative than transactional and laisse -faire leaders.

The Transactional Approach

Transactional leadership style is formed by the concept of reward and punishment.
Transactional leaders believe that the employee's per formance is completely
dependent on these two factors.
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When there is an encouragement, the workers put in their best effort and the bonus
is in monetary terms in most of the cases. In case, if they fail to achieve the set
target they ought to be punished. Transactional leaders pay more attention to
physical an d security requirements of the employees.

The Trait Approach

The trait approach for knowledge management has been derived by studying the
unique characteristics of both successful and unsuccessful leaders. The resulting
lists of traits are then compared to those of potential leaders to assess their
likelihood of suc cess or failure.

Successful leaders tend to have personality traits and abilities that are superior to

those of less effective leaders. The trait approach identifies a set of core traits of
successful leaders to predict the effectiveness of a potential lea der. While these
traits do not guarantee that a leader will be a successful or not, they are seen as
preconditions that endow people with leadership potential.
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