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Objectives

What is Knowledge Management (KM)?

What are the driving forces?

Role of KM in today’s organization

What is Knowledge Management System (KMS)?
Classification of Knowledge Management Systems
Effective Knowledge Management
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Knowledge as Key Resource

, for a nation’s
military strength as well as for its economic strength... is
fundamentally different from the traditional key resources of the
economist — land, labor, and even capital...

we need systematic work on

the performance capacity, if not the survival, of any organization in
the knowledge society will come increasingly to depend on those
two factors’ [Drucker,1994]
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What is Knowledge Management?

Knowledge management (KM) may be defined simply
as doing what is needed to get the most out of
knowledge resources.

KM focuses on organizing and making available
important knowledge, wherever and whenever it
is needed.

KM is also related to the concept of
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Forces Driving Knowledge
Management

Increasing Domain Complexity: Intricacy of internal and external
processes, the rapid advancement of technology.

Accelerating Market Volatility: The pace of change, or volatility,
within each market domain has increased rapidly in the past decade.
Intensified Speed of Responsiveness: The time required to take
action based upon subtle changes within and across domains is
decreasing.

Diminishing Individual Experience: High employee turnover
rates have resulted in individuals with decision-making authority
having less tenure within their organizations than ever before.
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Classification of Knowledge
Management Systems

Knowledge Discovery Systems
Knowledge Capture Systems
Knowledge Sharing Systems

Knowledge Application
Systems

Corbis.com
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Effective Knowledge Management (1)

» 80% - Organizational processes and human factors
* 20% - Technology
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Effective Knowledge Management (2)

« Knowledge is first created in the
people’s minds.

: 3
= TUDelft

Effective Knowledge Management

©)

KM methodologies and
technologies must enable
effective ways to elicit,
represent, organize, re-
use, and renew this
knowledge.
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Basic Knowledge-Related Definitions

Innate ability to sense, judge, or perceive situations;
grows stronger over time

A statement that relates a certain element of truth about
a subject matter or a domain

A rule of thumb based on years of experience

Understanding gained through experience; familiarity
with the way to perform a task; an accumulation of
facts, procedural rules, or heuristics

The capacity to acquire and apply knowledge

ﬂ.

3
TUDelft

[
H
Ll

Data, Information, and Knowledge

: Unorganized and unprocessed facts; static; a set of discrete
facts about events

: Aggregation of data that makes decision making

easier

is derived from information in the same way
information is derived from data; it is a person’s range of
information
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Relationship between data,
information and Knowledge

Types (Categorization) of Knowledge

Shallow (readily recalled) and deep (acquired through years
of experience)

Explicit (already codified) and tacit (embedded in the mind)

Procedural (repetitive, stepwise) versus Episodical
(grouped by episodes)

Knowledge exist in chunks
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Explicit and Tacit Knowledge

Explicit (knowing-that) knowledge:
knowledge codified and digitized in books,
documents, reports, memos, etc.

Tacit (knowing-how) knowledge:
knowledge embedded in the human mind
through experience and jobs
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Illustrations of the Different Types of

Knowledge

General Contextually Specific_| Technically Specific
Explicit | A book descrbing A company document | A manual describing
factors to consider | identifying the the factors to consider
when deciding circumstances under in configuring a
whether to buy a which a consultant computer so as to
company’s stock team’'s manager should | achieve performance
] This may includs consider replacing a specifications
= price to eamings team member who is
£ ratio, dividends having problems with
E the project.
Tacit Knowledge of the A human relations A technician's
major factors to manager's knowledge | knowledge of
consider when of factors to consider in | symptoms to look for
deciding whether to | motivating an employee | in trying to repair a
buy a company's in a particular company. | faulty television set.
ek
Explicit | A book describing A company document | A manual describing
steps to take in identifying the how to change the
deciding whether o | sequence of actions a | operating system
buy a company's consultant team’s setting on a computer
stock. manager should take | so as to achieve
3 when senior | desired per
5 management to replace | changes.
1 a team member having
8 problems. with the
o project.
Tacit | Basic knowledge of | A human relations. A technician's
. the steps o take in | manager's knowledge | knowledge of the
deciding whether to | of steps o take in sequence of steps to
& buy a company’s motivating an emoloyee | perform in repairing a
. stock. in a particular company jision set.
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Target (Atos/Origin): Target (TU Delft) :

Maturity level of IT projects
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Project process using knowledge management & metric

EXPERIENCE & KNOWLEDGE DATABASE
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How to achieve this maturity level increase?

owledgeWorks
Knowledge
Management
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How to make sure this works in practice
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SriGin e o OfisciesKomeiposlonsts _Epwrcommbos
Performer soou et

Knoviledge elements for Education Performer
Hete you can s avalsbs duwriodables nd I, o 3 pariclarohsse and ol

To see the knewledge slements ina cal, just lick on the number.

Project process defined in terms of phases, roles, objectives, and knowledge elements
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Use of Performer: statistics

Education Performer:
Knowledge management
Performer:

Migration services Performer:
SAP NL IS Performer:

SAP NL DS Performer:

Data Warehousing Performer:
Interoperability Performer:

(July 2000)

793 users (67 frequently

848 users (123)
860 users (550)
590 users (452)
233 users (161)
540 users (196)
142 users (26)

Independent interview analysis

Analysis of 10 projects: 5 pre, 5 post Performer

Three independent researchers for the blind
analysis of interviews with team members of all
projects

Interview problem categories:
PR (Project management)

QU (Qualification of skills)

TE (Technical issues)

CO (Communication issues)
PS (Psychologicallissues)
In total: 4006 users CU/ (Customer/User issues)

(off which 1575 freguently)

& 3 5
o TUDelft = TUDelft

Measurement results

Post =Performer

DOEEI
EERIE EIEER - PR (Project management)
¥ BT
. QU (Qualification of skills)

Project experiences PRE and

5 Projects PRE: 1996-1999
5 Projects POST: 1997-2000

Positive project experiences

£ 0 AVERAGE PRE
o I m aveRacE PosT
oo | co | ® |es |

PR (Project management)
QU (Qualification of skills)
TE (Technical issues)

PS (Psychological issues)

CU (Customer/User issues, €O (Communication issues)

PS (Psychological issues)

Positive experience.
al

U (Customer/User issues)

A

-2: very negative

Results show
significant y 0
increase in

0: neither neg. nor pos.

1: positive

2: very positive

positive project
experiences and

Experience value

decrease in s
i j ) AV
' i i 5 a negative project -
=] = -
5t i o | hezsin | [P | 320 o 5 [ (b experiences 70
Ind151 Lecture 5: (i 80

V Negative project experiences
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Performer for education

Analysis, design and production of a mm cd-rom for an
external client

How to work and organizein a multidisciplinary team
Communication with collegues, client, users, external

specialists
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50-70 students
Lectures
Big project (for students)

Study manual

Client

Blackboard for central communication
BSCW for exchange within team

Performer for sharing knwoledge and experience
with all students, including former students

3
TUDelft

Performer (t)
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basic system for cooperative working
shared workspaces

via browser

sharing data

Sharing is looking, evaluating, communicating,
changing, protecting, maintenance
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Access via BB>Course Documents

Manual and Coursebook at BB>Course Docs
You will get an account + password

Also “click to proceed”, but limited rights

Matrix with roles and phases
Objectives and knowledge elements
Statistics about usage by all of you
Get and share knowledge

ALSO: upload your own knowledge elements — presents are
given for the first three approved KE

3
TUDelft

e
Hervaz |

Welcome to Performer™

wislcome Charies van dar Mast, to the qete th #eroemar

Farfcrrmar i the scluien kranwige.
or scoass to:

(155 e b
Qs sen grardga cefanig i ht criwarpen an
2 Prockcten i, Gan incarckecipinat taam

e

oo

ot rdsrwi ap esn GMACte an aanirabkallie

I dunr als geinarssseern docenisn van de

0 GRS pro

) Mens WAl Intpeactic Dostoenar (133
Hat vk Mans-hiaching-intaractia (in2022)
infortiatica sen ntaries bereismating ma
ebrubgrainierTaces. D siudenien werken b wertalan mat wkselande
Aegecktraane i

5 techrischa
iy

o constructian:
Darde Parfarmes
Performer Dord: Perfarmer
sl by a winrde Performar
Alon @ Vinros Barfamer
Ll Vijfele serfnemar
Origin L] i reeronre
Lo Crign WEBS
5 3978, 2003 Grigin 41 rchts rerervad, Far o
e e et ren e E
[ @
- LA AN




| B [% You Pyl ok lis
J e B v3|
P e L e o
B) b o ek i e s g
[ T —
P ol Fivd krmede Simmcs Ech i
ultimedia Parfrmar

Walcams to tha
Mustinnan
Parfarmer

Home of Mutimaria

1o 21 Wdimadia Dalomr WSS
2075 i 3 e af i et

Het Lotk Wakinadia
it san oncige

Pmber of wsers: ostars: 7

Pusinnedin

v zasd XK op het ZuAplantenan 5

Hew krowledge elemonts (of SLin total)
1. Atwijksad grojocior gaag mat Diractar 7
I S s et g S ks s, Wi o S
e BIJacior i TS b Pt GEAISG QGATar SndatE A
b W Gimmat 130 Wy, Ko 38,301, B
g

Performer

. WG Yai SRS i Dacton 7
Hat har-compikeran van sorpts laidt soms tot ser varedlanda fautwslding. Hir
hastaat wen oplossing voor frra.)

e (150} Wadascly, March 38, 2001, Bk

80 anantias makan
Hat s G TR (4G van 30 SAUNEGG 06 30 A0 haBban o 1

it 1458) Thur 1 putch

Fabruare o1,

Direcior is traag met hat schalvan van plaoties

TUDelft

Faerbsr okt Heb

2 @ A

2 i A R

Homa Creniew Cojsctnn_Kinowteczs Elners
FrdPacpie Fins frowieags Stoios Et Abod
Paultimedia Peroear

Objectives for Multimeia Perfo

ard 7o Can 144 tha Cajacives for hi buriess aras, ot & Gareuar phars and roe.

1n nach cal vau s the mumbar of sty shich s vtich v wdid

b pat seaen davs

7(2) woul e savan simares avadale, o which 2 arw ackied n tha b .

meaaring
rgenizator 5 | ] H 5
Enreasair 1 :
pro 2 : 1 1 3
rncatatibe ke 5 : 2 3
vampaver ) 2 2 i
Techrisch ralen ' i 2 . 1 2 3
Tesinr : 1 :
Performer TS 3N GKGrVIGW of ENa awEISIE BOCUMGNES for 31 DBGERYS in 3 Call, JUSE thtk o NG numsor
ooty
v D

B EF Yew
i~ |

e

P9 WA, b b T oo WD GNPkl i

Herra Osrvian Obpicts Knswisdio Elmerss.
FirdPacple FinaKrowhegs Sy Edt About
[ETTITR——

Find Dbjactives: Dbjectives in Bubphase Anakyse for Drganisator

Subphase. i
Annkez =]

ra task s thet naed stbarkicn 0 & ahass, Far 4 raks, i sour projects.

O 5Nt e H0RN 00 FT ARCEREM, WOIL BF BAN NaMkAs
baschrijving wan e Fuidige an de gewsrtte siuale gemaakt.
[Mers

¥ 3 inculasdge abimarks carnechad ba this shjactive.

4 Maak pan doslgroepanatyse,
Om e nsmwkerig besk te kijgen van de dosigrosp, wordt sen
daskroepanalyss gedsen, cnar..)
Inobeche sheme ks comted t s ol et
5. Bopasl da raadvoarnusardan,
Hat 5 wan b

G kI 16 WG Wi 8 rErzan e waie

Sasrch reaak: B abjectves wars faund
i . Oritintase |6 op da apdracht.
Oiganzstor B Hat ordntanen op de opdracht NEArt 3k oosl Fat taam te lamen
[ e i e s gt skl 10 varbfen, Tavans
sar dicet aan Gobaal buckl varkasgen, weedan van GG SpAAChE. (Ners
2 4 Inculacze almarts carmactad b this shiachcn.
2. 5val ean kwalitensplan op. |
Performer Het pstellen van sen kwalteitsplan voor deos fase. (More..)
e # 6 incabje sImares comneczea b i e
Atos
Origin FNre——— .

e 1 aan mnar wridnan_. =

e Q9 A ‘ Q 3 ‘
Back [0 Siop Refiesh Home | Seach Hatoy | Pit

Addess [&] Etcels=kNEL

Home Overview Objectives _Knowledge Elements
Find People Find Knowledge Statistics Edit About *_
Multimedia Performer

Knowledge elements for Multimedia Performer
Here you can see available downloadables and links, for a particular phase and role.

In each cell you ses the number of elements available. Numbers which are printed bold, between bracksts, indicate elements which w
in the past seven days.
7 (2) would mean: seven elements available, of which 2 are added in the past seven days.
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Delft University of Technology.

i mrEnonledod Find knowledge elements

clements.
find downloadsbles, web-links, software, and books

gllterllstion Search result: 25 knowledge elements.

knowsledge

elements: 1. Gebruik MM Performer <- This is yours!

Subphase: Spreek in het eerste kwaliteitsplan af hoe Perfarmer gebruikt zal
Ana\yse 2 worden. Zowel het raadplegen als het plaatsen van kenniselementen
wordt afgesproken. In deze sheets wordt het doel en gebruik van

Oygamsamy v gfurmer vitgelegd. ... (More..)

Usaookt Goomioad (238K) Thursday, November 23, 2000, Dutch. & + 1 opinian.

[any] Il 2. Checklist PvE
File format #an de hand van deze checklist kun je een goed plan van eisen

[any] E tellen. (More...
lent B s

e 3. visualisatie van de doelgroep
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I+ opinions getrokken. (Mar

Keyword(s) 2 Gitewnions (annK) Wednesday, October 11, 2000, Dutch. &
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Leidraad voor cognitieve kenmerken gebruikers
Checklist met cognitieve kenmerken van een gebruiker. Deze is te
gebruiken als lsidraad bij de doelgroepanalyse. (More
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My visit to Calcutta a few weeks agoo: a complete
system for e-learning PLUS knowledge management
integrated in ONE. Sold to companies in India and US.

Look at: http:// www . aunwesha . com
LearnITy %
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LearnITy"

An integrated framework for

A%A

[SRill Management
Faining Administratia
mowledge Managemeany

LearnITy collects comprehensive business
intelligence across all knowledge processes,
providing a unified, realistic view of learning
effectiveness
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| sales Training

Employee Induction Programs

Customer Service Training
| New Software Application Rollout Programs |

e
= TUDelft

Companies all over the world are applying KM
Performer not available anymore...
I see that young students are missing it...

Standardizing of ways of working by young students is

lower today at EWI/CS [OK or NOT OK?]

Conclusion? Deployment of KM is schools is expensive! Benefits?
Performer may also be implemented by BSCW or even by a
simple database, but..
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+ Definitions and classifications of KM
« Capability Maturity Level
« Some examples in business and schools
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