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General Ideas

means of production

« The ability to create, transfer and

Knowled;

Jobal network will be a deciding

Jatf hared

People show what they know

© Others can see who knows what and contact them if needed

Knowledge Management (KM)

Goals of KM:

Factors to enhance Knowledge:

« Obtain Knowledge

« Creating values to share knowledge

ition & stock options)
+ Introducing a knowledge market
« Creating networks of people working on similar problems.
‘Communities of Practice’
« Rotating of personnel through departments

yet
companies in the futue

The Digital-Knowledge-Society

The Knowledge-Stairs

Organizing

around knowledge

increasing importance of knowledge in companies

Central areas of Knowledge

A company needs to balance these concepts

Benefits:

partici

Example:

« Shared experiences and enhancing trust between

ants,

o
« Reorients individuals to the same direction.

« A group tasked, with developing a bread baking
machine engaged with learning baking in a bakery.

« Don't: Criicize without constructive suggestions.

It sparks creativity

interpretation
« Helps creating concepts

Example:
+ Hiroo Watanabe from Honda used the slogan
*Automobile Evolution to direct the development of
their cars.
They asked "If the automobill was an organism, what
would it evolve into?"

Tips:
« Formulate corporate slogans like "man maximum,
machine minimum' o create common direction and
communicate complex visions.

Internalization

Combination

Howto:

onversion from Explicit to Tacit

Conversion from Explicit to Explicit

How to:

Benefi

Example:

i

and manuals for people to "re-experience”
its
« Enables peaple to "re-experience” of others

« GE files every customer complaint in a database and
makes it available for all employees to revisit and learn

« Documentationis the key part of internalization

and other saved media
« Create new knowledge through sorting, adding,
combining and categoriing.

Benefits
« Creation of new concepts without need to gather more
information

Example:
« Categorizing Customer information into groups to
further personalize a service

Tips:
« Naturally gather information in advance and prepare for
evival

e

4 Criteria for Knowledge with competitive advantage

1. Creating value for the customer
2. Being scarce compared to the competition
3. Being hard to imitat
4.Being hard to substitute by other knowledge

. \nowledge,not | |Comtext: | External changes that create opportunitis orrisks < Stabity and Remewl of Concepts:
only by obtaining it Market: | Where and how the organization wants to compete and grow. Employees need to know what changes and what not
= Employees shouid lead their own earning Customers: _| Current and future customer needs )
 Collaboration and Comps
products: tistopref
Core Questions for companies Processes: | How work is done to ensure efficiency, quality, and improvement. Otherwise competition is better.
1. How important is knowledge for us?
2.What are our goals around knowledge? . D The 4 Dimensions of organizations
3. What knowledge do we have/need? long * Companies mostly lag the 4th dimension of knowledge
4 How do we handle knowledige as a resource? Hierarchy/ Function Puting people with different
/5. How do we build the company around the knowledge? knowledge and skills together in
Knowledge Stairs an organization.
=7 Steps of Knowledge in companies
P e P Processes: Bundeling knowledge towards
The goal is to move towards competitiveness. customer value.
Projects: Bundling knowledge to solve
sairs) probiems towards project gosl
Knowledge: Creating crossfunctional
Knowledge through buiding a
Incividual symbols without inherent meaning such s etters o numbers. unifed language
I without
The Entrepreneurial Corporation
fe ti = Building knowledge with focus on its market value
i f d * It consists of
v a ©3 Roles (Entreprenrs, Coaches and Managers)
o 03 Processes (Entrepreneurial, Integration and Renewal)
The goals of KM in diferent areas of the company: Entrepreneurial | Integration process | Renewal process
process
strategy:
. atthe front .
Leadership: ‘8! Initiate and drive | collaboration. the bottom up.
leadership pracices e
ligned with Coaches. Evaluate, develop, | Connect and integrate | Create and preserve
organizationsl goals Comortevel) | andsupnans
Knowledge , evaluate, intatives by
Development: Ton
e ible,and , resuls with long
Retention: availabiy. torm ambit
SEICI Model for Knowledge Creation
(e The Knowledge Creating Company) Hypertext Organizations
(see the Knowledge Creating Company)
Knowledge can be impl Slevels
densure
Explicit| Documented,sharable knowledge lfiiency and stabity.
a
Four Modes of Knowledge Conversi temporary project teams,
make created
Socialization Externalzation v the organimation
Conversion From Tacit to Tacit Conversion From Tacit to Explicit.
Howto Howto
+ Artculating
with lear problems to discuss « Using Shapes, Metaphores, Analogis, Concepts,
* Engage with. 3 1
imitation and practice
Benefits

The human side of knowledge

Creating an sharing Knowledge

Measuring and securing Knowledge

Knowledge

Augmentation
upporting work through smart systems

Augmentation

Types of knowledge goals
« Know-How: operative goals for abiltiesin process
«Know-Why: norms on values and behavior

Knowledge Balance Sheet

the business

«Senior leadership defines a vision or ambition.

«What was missing?

1.Sensitize employees and analyze knowledge gaps.
2. Derive a knowledge strategy from business strategy.
3. Create conditions that support knowledge sharing,
4.Integrate knowledige from external sources.

5. Develop employee competencies systematically.

ep forward | Designing and advancing mielioent systems « Know-What: strategic goals «Vision,Strategy and Actions are defined
Step forward | Designing and advancing inteligent systs the company | 6-Enable knowledge transfer between generations.
Stepup Push and Pull-Systems . s T Fostr ety and rmoven,
Stepin Supervising and training intelligent systems " “intanglble" knowledge assets upport earning in and from project
. » pervsing. g ineligent sy: - Push system) needs] 9.Integrate knowiedge management into processes.
tep ) and social intelligence, Ensure availability and standardization.
. v Balanced Scorecard 10.creste pporties o ersonl :now\ve?xe exchange.
Pullsystem ‘ ructure documents and information systems.
i 12.Build trust and openness for sharing knowledige.
enable selfdirected, situational learning. «The vison and strategy of the business is iewed from 4 perspectives P ® e
Roles in a knowledge Company
Methods for Learning and Documentation © Financial
GInternal Processes
expertise. .
t b
entrepreneurs customer solutions. Feedback is requested early. Components of the implementation and the tools used in each
. . Learning happens continuoLisly during wark.
conditions and direction.
i ication of 3
Information brokers and Develop, manage, and improve information and communication ||| After Action Astructured reflection after an activity or project. Measures to protect knowledge \de':ﬂi:: Ii"iii’?ﬁt: c::o‘:: core competences.
infrastructure managers infrastructure. Review y planned, ppened, P Y topl —
improve -~ g nowledge
. Motivation Show that the organization values the expert's knowledge and
Support staff Provide operational support and shape the organization’s image Reflection i factual and non Judgmental, o it he organ per e soals.
toward customers, Sctons. actively supports s transfer.
Recognition Reward successful knowledge transfer through recogition, development dentification and integration of key experts.
euiding g
Middle-up-down-Management « What went well? Incentives, or target agreements. Communities of practice and peer learning.
(see The knowledge Creating Company) «What should be pointed out? L deb d lessons learned
«What went badly? groups through daily work. Lived error cuture.
« How was the cooperation? pull principle

need themselves.
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be asked. story of hi

Document management systems.

Wikis and blogs

tives, and solutl Do not put the burden of documentation only on the expert. leadership Cross level dialogue such as skip level meetings.
« Front line employees implement the concepts. Each participant reflects individually first. From lesdership o Integration of knowledge sharing into performance reviews.
« Middle managers translate and integrate Answers are shared in the g e Job rotation and team based work.
+They lead the knowledge towards customer value Al perspectives are documented. Dedicated time for knowledge exchange.
Results lead to concrete improvements or actions. i tasks, Iy p:
S - Structured onboarding concepts.
Approach | Main driver Core logic processes workflows ’
Top down Transfer Stories fiir structured knowledge transfer knowledge relay, and debriefing.
Bottomup | Front line = technique to transfer knowledge to new employees
employees N Pull oriented access to information.
Push distribution of selected information,
Middleup | Middle the from the bottom, integrat
down* | management | happens n she midle. 2 Intranet relaunch and decentralized data concepts.




Conditions of effective Leadership for Knowledge Workers
1.They know what s expected of them
2.They have the tools o do their work
3.They can do what they do best, every day
4. They feel recogized and valued
5.They feel supported and encouraged to learn

Strategies for personal information management
d del

+ Reduce the amount of regularly incoming information
+Save information where you can find it when needed
« Define clear limits of what is too much

+Don't try to know everything and practice resilience

Competence Management

+3 Areas of Competencies

Notes are combined with Documents and Hyperlinks

5. Transfer-Workshop:

6. Trained

Regular information cleanup activities

y d o the q

Knowledge Circle
reation of Knowledge follows these steps n a circle

« Determine the needed knowledge
« Assessing existing knowledge
« Obtaining necessary knowledge

Professional competence: | Domain specific expertise
T knowleds

information systems.

«Maintaining the knowledge

Methy

and quality management.

« Derive knowledge goals with relevance to the market

competence: communication, conflict handiing, adaptability, and customer
orientation.

i o
processes and relationships between exper
« Visual

ture of

xperts.
ing knowledge in knowledge wheels or knowledge matrices

+Steps to manage competence:
1. Define objectives

2.5et the scope:
Choose key employee groups or roll out company wide.
3. Ensure governance:

« Team learning, workshops, e-learning.
« Lessons learned to document obtained knowledge

« Systematic training of employees
« Mixing Push-and Pullstrategies

Extrinsic:

Intrinsi

t
+Self.realization through autonomy and participation
« Learning thraugh challenging tasks

« Career growth through advancement

«Broader 3

-« Strategy.
4.8uild the competency catalog: patents and protect
, processes, ogi knowledge
5.Define target profies:
Create role based target profiesin workshops. Conditions that enable knowledge creation
6. Assess current profiles:
Employees sef-assess their own competences.
7.Provide IT support: Intention | A clear: d guid
Use asystem 1o store and process competency data. Autonomy boundaries
. Ve competen Instabity | Exist
9.Maintain and update: Y lab
Regularly update profiles and improve the catalog.
Incentives for Employees to share knowledge Knowledge Market
nowledge i e
+ Money through salary, banuses and Stock Options that reward cooperation and overall success.
*Security through pensions and credits L .
* Status through symbols and recognition actors, d

and demand of knowledge.

processes media, and ITinfrastructure.

« The Wissensmarkt treats knowledge like a market.
*Values define the playing field.

«People act as suppliers and users of knowiedge.

« A platform shows, who offers what knowledge

« Processes and tools make knowledge usable in practice

« How a Knowledge-Market works:
1.Offers and requests are written on cards
2. Cards are placed on offer and search boards.
3. Topics are grouped and reviewed.
4.Seekers connect directly with provi
5.Small group discussions clarify soluti
6.Unanswered questions are collected centrally.
7. Results are documented and shared digitally.
8. Contributions are optionally rated and recognized.
9. Follow up actions are assigned.

ers.
jons.

APQC Andersen Framework

« American Productivity and Quality Center (APQC)
= System for benchmarking knowledge management
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