Implementing a Successful
KM Programme

By Stan Garfield






Contents

PrETGICE - 1
Chapter 1: INtrodUction ..........oooiiiiiiiiiiiii ettt 3
What is knowledge management..........oooiiiiiiiii e 3
Reasons for starting @ KM programme............eeoiiiiiiiiiiiieeeiee e 3
Learning about the field..........ooiiiiiiiii e 4
The priorities for implementing a KM programme.............cccooiiiiiiiiiiiiii 5
Key pitfalls 10 @VOId.....ooiiiiiiii e 8
Five s1ePs 10 FOlOW ... .iiiiiiiiii e 9
SUMIMIGIY oo e e e e e e e e e e e e e e e e e e e e e e e e e et e e e e e et e e et e e e ettt 9
Chapter 2: Identify the Top Three Objectives ............uuuuiiiiiiiiiiiieiiiiiieeieeeieeeeeeeeeee 11
Goals of knowledge management
ObBIINING USE INPUL ...ttt e ettt e ees
CRAIENGES ..ttt
OPPOMUNITIES ettt ettt e e ettt e e e e ettt e e e e e e ettt eeeeaeeeennees
EXAMIPIES. ..t
SUMTIITIGIY ettt e e e e ettt e e e e e ettt e e e e e e e ettt e e e e e e e e aae
Chapter 3: Provide NINE ANSWEIS .......cccoiiiiiiiiiiiiiiiiiiieeeee ettt e e e e e et ee e e 17
PEOPIE QUESTIONS ...ttt 17
PrOCESS QUESHIOMS ..t 19
TeChNOlOgY QUESHONS ..ottt ettt e et 20
Obtaining user input
EXAMIPIES -t
SUMIMIOIY ettt ettt e e et e e et e ettt e ettt e e
Chapter 4: Define the KM Strategy..........cooviiiiiiiiiiiiiiiiiiiiiiieeeeeeeeeeeeeeeeeeeeeeeeeeeeeveeaeenneee 23
Nine categories of KM SIrat@gies......c.uviiiiiiiiiiiiiiiii e 23
EXAMIPIES. ..t 26
SUMIMIOIY et ettt et e et et e et e e enaee s 27
Chapter 5: Obtain the Ten Commitments ........c.uuuuiuiiiiiiiiiiiiiiiieeee e 29
CUtUIE N VAIUES. ... 30
Y0121 Yo T PO OO U PPPPPPPRRROt 31
Chapter 6: Create and execute the Implementation Plan............ccccccceeiiiniiiiiiiiiciennnnn. 33
Define programme goVErNANCe. ........eeiiuiiiiiie e

Define the desired modes of knowledge flow
Select and implement people, process, and technology components..........ccccoevvvviieeinnn... 44




Contents

Implementing a Successful KM Programme

Chapter 7: People COMPONENTS .........ccceiiiiiiiiiiiiiiiiiiiiiirere e e e e e e e e e e eeeeeeeeeeeeeeeeeereeeeaes 49

Culture and values..........ccccccccccicecennn.

Knowledge managers

User surveys and employee satisfaction SUrveys ............cocviiiiiiiiiiiiiiiiccccccce e 55
SOCIAN MEBIWOIKS ... 63
COMMUNIIES ..ottt e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e et eeeeas s et nneas 64
TPOINING ettt e e e e e e e e e e e e e e e e e e e e e e ettt a e e e e 65
COMMIUNICOTONS. ¢ttt e ettt e e e e e e ettt e e e e e e e ettt eeeeaeeeannees 70
User assistance and knowledge help desk...........ccccccoiiiiiiiiiiiiiiiiee 74
Goals AN MEASUrBMENTS ......vviiiiiiiiiie ettt ettt 76
INCENTIVES AN FEWAIAS ... 77
00T Yo o P SO O O PP P PPPPPt 80
Chapter 8: Process COMPONENTS ..........cciiiiiiiiiiiiiiiiiiiiiiiiisarseeeeeeeeeeeeeeeeeeeeeeeeeeseeeneernennnes 81
MEthOAOIOGIES. ... v 81
Creation
Capture

PrOVEN PrOCHCES . .ottt ettt e e e ettt e e e e 86
CollABOrGHON 1. 87
CONTENT MANAGEMENT ...ttt et et e et e e rnaeee s 87
ClaSSHICAHON ... 88
Metrics AN rEPOIING «..vvviee ettt 89
Management of ChaNGE .......c...oiiii e 91
WWOIKFIOW ..ttt e et e e

Valuahion......coeeviiiiie
Social network analysis
ADPIECIATIVE INGUITY ...ttt ettt e ettt e e e e e
Storytelling

SUMIMIGIY e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e s e e et e e s s
Chapter 9: Technology cOmMpPONENts.........cccoiviiiiiiiiiiiiiieiiiiiiieeeee e 101
USEE INTEIIGCE .. vt 101
7T 1= OO UUU P PP UPPPPPPPPPINt 102
TEOM SPACES .« ettt ettt et e e e e 103
Virtual MEETING FOOMS ... 104
POTIALS .ttt et e e e ettt e e e abaee e 105
REPOSITOMIES ..ottt e ettt e e e oo ettt e e e e e e ettt e e e e e e e eeeaeas 105
Bulletin boards and threaded diSCUSSIONS...........coviiiiiiiiiiiieiiie e 106

Expertise locators and ask the expert

Metadata AN FOGS. . e eneeii et
SEATCH BNGINES ...
Archiving



Implementing a Successful KM Programme Contents

Syndication and AgQregatioN .......o..ii i 115
SOCIAL SOFWAIE ... 115
EXTEINAI GECESS vttt ettt e e 116
Workflow appliCOtioNS ........oiiiiii e 117
Process automation apPlICOHONS ......cuuiiiiiiiiiie e 117
o lBOIMING oottt 118
SUbSCription MANAGEMENT ....ooiiiiii e 119
Incentive POINts HrACKING .. .ooveiiiiii it 120
Survey and metrics reporting QUIOMGOHON .....eouviiiiiiiiie et 121
SUMIMIGIY e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e ees e e e aanaes 121
Chapter 10: Communities: creating, building and sustaining them ...............ccccoooue. 123
Getting STAMEd. ...ooueiiiiie e
Select a community leader
Build community membership ........oooiiiiii e 125
Publicise the COMMUNIY ......ooiiii e 126
Keep the COMMUNITY GCHVE ...ooiiiiiiiiiiiiii et 127
Provide COmMmMURITY 10018 .. ..uiiiiiiiiiiiiiii e 128
SUSTAIN The COMMUNITY...ceiiiiiiii et 129
Require community PArtiCIDOHON ....ueeiiiiieeiiiiiii e 130
Learn more about COMMUNITIES ...eeeiiiiiiieiiiit ettt 131
SUMIMIGIY oo e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e eeeeeeaaasaraannnes 132
Chapter 11: Knowledge management Maxims ..........cccceeereeiieerieeieeeiiieiieeeeeeeeeeeeeieeennne 133
ADdIIONAl INSIGRTS. ... 135
SUMIMIOIY ettt e et e e ettt e ettt e et e e s 146
Appendix: Resources for learning about the field .................cccccccceee, 147
BOOKS ettt e et e et eeaaaa s 147
PErIOTICAIS ..ottt 149
WWEDSIIES. ...ttt 149
Subscribe to blogs and news using syndicated feeds.........ooooiiiiiiiiiiiii 149
Aggregators
PErIOTICAIS ..t






Preface

In 1996 | was asked by the senior vice
president of my business unit to start a
knowledge management programme

after we visited Ernst & Young’s Center for
Business Knowledge in Cleveland, Ohio.
When he heard that Ernst & Young had a
chief knowledge officer, he turned to me
and said, “I want you to be our CKO”. This
made it sound simple, but it furned out that
a lot of time and effort was needed to get
our KM programme off the ground.

Along the way, | had to endure many
ups and downs, enlist allies in the cause
to join my virtual team, get executive
sponsorship from a succession of leaders,
increase investment and commitment
to the programme, deal with constant
organisational change, adjust to changing
technology, migrate from and integrate
with legacy software, exercise diplomacy
with many other groups, and cope with two
large-scale corporate mergers.

Much of knowledge management
has stayed the same during the past
ten years. The fundamental goals have
not changed (see Chapter 2 for a list of
15), the challenges are much the same,
and the basic categories of people, process,
and technology still apply. What has
changed is the technology, the acceptance
of KM as a strategic initiative, and the
willingness of organisations to assign people
to the roles of knowledge manager and
knowledge assistant.

We still struggle to get people to spend
time sharing and reusing knowledge, it
can still be hard to find information at
the time of need, and expense budgets
are still tight. But there are more people
practicing KM today, there are more ways

for practitioners to share their thinking (e.g.,

blogs), and there are building blocks (e.g.,
communities, team spaces, taxonomies) that
are now in widespread use. Emerging tools
and techniques (e.g., wikis, social network
analysis, tagging) are being tried and fested
in KM programmes to better address existing
requirements and to enable new capabilities.
The future challenges for knowledge
management include creating new
knowledge to stimulate innovation,
expanding and better exploiting people
networks, incorporating narrative in all
knowledge initiatives, and making it easier to
find information when it is needed for better
decision-making. Knowledge management is
here to stay, and by applying its fundamental
concepts of learning from the past, reusing
good ideas, and avoiding past mistakes, KM
practitioners can ensure that their initiatives

will succeed.






Chapter 1: Introduction

What is knowledge management?
Knowledge management (KM) is “the

art of transforming information and
intellectual assets into enduring value for an
organisation’s clients and its people” (from
Ellen Knapp, former chief knowledge officer
of Pricewaterhouse Coopers). Knowledge
management fosters the reuse of intellectual
capital, enables better decision-making, and
creates the conditions for innovation. This

is achieved by providing people, processes,
and technology to help knowledge flow

so that people can act more efficiently,
effectively, and creatively. For a discussion
on this topic, see “Defining Knowledge
Management” by Steve Barth at http://
www.destinationkm.com/articles/default.
asp?ArticlelD=949.

Why should we spend any time trying
to manage knowledge? We are
all busy enough as it is without adding
the burdens of searching for and
contributing knowledge.

If we don't spend time on knowledge
management activities, we run the risk of
wasting even more time on unnecessary
effort that could have been avoided. We
might repeat mistakes that others have
already made, costing time, money, and
even lives. And the results of our work will
not be as valuable as they could have
been if they had been influenced by the
experience and expertise of others.

Here are five key KM activities and the
associated benefits.

Learn by doing, from others, and from
existing information so you can perform
better, solve and avoid problems, and
make good decisions. Learning is the

origin of knowledge.

Share what you have learnt, created, and
proved to allow others to learn from your
experience and reuse what you have already
done. This provides a supply of knowledge.

Reuse what others have already learnt,
created, and proved to save time and
money, minimise risk, and be more effective.

This creates demand for knowledge.

Collaborate with others to yield better
results, benefit from diverse perspectives,
and tap the experience and expertise of
many other people. This allows knowledge
to flow at the time of need, creates
communities, and takes advantage of the

strength in numbers.

Innovate to be more creative, inventive, and
imaginative, resulting in breakthroughs from
bold new ways of thinking and doing. This
creates new knowledge.

Reasons for starting

a KM programme

Why do you plan to undertake a KM
initiative? Here are some typical reasons.

An outside consultant advised management
to start formally sharing knowledge, form
communities of practice, or some other
initiative which is in vogue. Management
has decided to take this advice and

assigns you to get it started. You are told

to work with the consultant as the internal

programme manager.

A senior manager heard or read about
knowledge management and thinks your
organisation should be doing it. You are
given the task of investigating it further.



