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Report from business practice
When was this report published?
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"Did we ever run an ABC project ?"

"l think we did, when O'Riley was here."
"Any good?"

"That's too far back for me."

So runs the pattern for a conversation that any person has heard. No one in the
company now knows whether that project was a success or a terrible flop, because
O'Riley is gone and the company hasn't any memory.

So the scheme is tried again. Maybe it's another mistake. And in any case the details
must be worked out from scratch. O'Riley had the whole project done up in portfolio
style, but he took the only one left in the files along to his new job.

In two large organizations where | have worked it was the same story. Every project
considered or actually carried out stood in relation to the company as a pioneer effort,
an experiment without precedent and without any gauge of experience with which to
measure its possible outcome.
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Bulletin of the Business Historical Society,

Vol. 15, No. 4 (Oct., 1941), pp. 62-64
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Companies Never Remember

Advertising departments would profit from continuity of
i of shifting i

By Carmrarxe Woorser

Editor’s Note: This article, which appeared in the September, 1941,
issoe of Pristers’ Ink Monthly, s reprinted with the permission of the

Printery’ Ink Publiching Company, Inc. We believe that it will be of i

for the New Vork Times.

“Did we ever run a prize letter contest ™"

“[ think we did, when O'Riley was here."

“Any good

“That's oo far back for me.”

So runs the pattern for & conversation that any advertising man
has heard. No one in the company now knows whether that con-
test was a success or a terrible flop, because O'Riley is gone and
the company hasn't any memory.

Which solution did the author proposed to capture
experiences from projects in 1941?
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Knowledge Management KM — Step by Step
Current State n overVIeW UNIVERSIT\’OFLEQ
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* Knowledge Management is currently in a state of “pre- . Background
science” with different paradigms, and disagreement about
fundamentals in the field. (Hazlett et al. 2005) . Concepts

* In 2011, KM was still among the 25 most popular
management tools with a projected increase by 31% (to KnOW|edge Management - Step by Step

2010), but with low satisfaction scores. (BAIN Management Tool
Survey 2011) . Summary

¢ A representative study of German industry (n=3401
companies) concluded that knowledge-oriented management
has a significant influence on performance. (Pawlowsky etal.
2011)
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Global Research Network Initiative on KM
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al Knowledge Survey

E 1.Global Survey “Knowledge and Information needs from the past and
—] for the future”

— 24 countries partners — survey dataset N = 2950

=8

2. Research Road Map “Future research in Knowledge Management”

i

— 180 Expert interviews in 18

HIF

¢ Long Term Goal: Global Research Network

— Vision: Research Network 50 academics in 50 countries

— Different disciplines: Business & Management Studies, Computer
Science, Engineering, Organizational Psychology, Organizational Studies,
Knowledge Management, Information Science, etc.

MIIEZRe

0 HHiR

— Need for funding
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Agree a Data ry'o""\lg& Workshop
Instruments. Gathering Analysis p”apers at Leeds =
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KM — Step by Step

Overview
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Background
* Concepts
Knowledge Managem

e Summary
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Knowledge
Some definitions n
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“Generic description of the following: a) conceptual knowledge; b) explicit
knowledge; c) operational knowledge; d) sympathized knowledge;
e) systemic knowledge; f) tacit knowledge.”

(British Standard Institute, PD 7500, 2003)

“Knowledge is a fluid mix of framed experience, values, contextual information, and
expert insight that provides a framework for evaluating and incorporating new
experiences and information. It originates and is applied in the minds of
knowers. In organizations, it often becomes embedded not only in documents or
repositories but also in organizational routines, processes, practices, and norms.”
(Davenport, Prusak, 1998)

“Knowledge is the capacity for effective action.”

(Knowledge Manager, Aerospace company)

“Knowledge is information with value.”
(KM Consultant)

Dr. Peter Heisig, STC

Polanyi's (1966) distinction:
Explicit — tacit knowledge
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,Explicit knowledge“ -
can be communicated,
documented and
formalised.

, Tacit knowledge”
could not easily
expressed in words:
»WE know more
than we could tell*

Dr. Peter Heisig, STC

explicit >
~ knowledge ).

! Difficultto

formalise

Uhconscious |
implicit

e
it ifficult to
e
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Understanding of knowledge in engineering,
information sciences and computer sciences
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Knowledge and knowledge
transfer
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Conduit or transmitter/receiver model

@ Explicit knowledge

Assumptions: Knowledge can be externalized from people into separate
and discrete object or entity and knowledge can be objective.

Receiver

Community of Practice

Practice

Practice

Assumptions: Knowledge or knowing is inseparable from human activity;
embedded in practice, socially constructed and culturally embedded.

Dr. Peter Heisig, STC
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Knowledge Management (KM)
Two Definitions
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Planned and ongoing management of activities and
processes for leveraging knowledge to enhance
competitiveness through better use and creation of

individual and collective knowledge resources.
European Guide to Good Practice in Knowledge Management, CWA 14924, 2004

The creation and subsequent management of an
environment which encourages knowledge to be
created, shared, learnt, enhanced, organized and
utilized for the benefit of the organization and its
customers. Bsi PD 7500, 2003 =

Dr. Peter Heisig, STC

KM: Summary and
recommendations
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¢ Research and practitioners have not reached a consensus
about the definition of knowledge and knowledge
management.

¢ KM failures are often due to the overemphasis of either
understanding of “knowledge” as an object or as being
embodied in people’s mind.

Recommendations:

¢ Organisations should decide about ‘their’ understanding of
knowledge based on business needs.

* A KM Framework helps to communicate and to achieve a
shared understanding of KM.

Dr. Peter Heisig, STC
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KM — Step by Step

Overview
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» Knowledge Management — Step by Step

e Summary

Dr. Peter Heisig, STC

A literature review identified around 300 KM
Methods and KM Tools. Here is only a selection of
about 80 tools (CEN CWA 14924):

UNIVERSITY OF LEEDS

CENCWA &
14925

After Action Review,
‘Analogy-Model, Balanced

Scorecards, Best Practices,

Black Board, Brain pool,
Brainstorming, Business
TV, Coaching, “Coffee

corner, Cognitive Mapping,

Communication forum,
communication training,
Communities of Practice,
Computer/Web-based
Training (W/CBT),
cooperation, conference
calls, Corporate
Universities, Data Mining,

Data Warehouse Database,

Debriefing, Discussion
forum, Document
Management System,
Electronic Who-is-who,
Employees interview,

Experience exchange,
Experience database,
External Benchmarking,
Expert Interview, External
Partner, Expert Systems,
Hotline, Info-Centre,
Information travel, Internal
knowledge market, Internal
Benchmarking, IC
Reporting, Internet, Intranet,
Intranet-Portal, Job
Rotation, Knowledge
Communities, Knowledge-
Links, Knowledge broker,
Knowledge fairs, Knowledge
maps, Knowledge portfolios,
Library, Literature, Learning
laboratory, Learning
modules, Lessons Learned,
Manuals, by

Mentoring, Mergersé&
Acquisitions, Method 4+1,
Method 635, Morphology,
Newsgroups, Open Space,
Patent evaluation, Minutes,
Newsletter, Self-reflexion,
self-managing, inter-
disciplinary Teams,
Scenario technique,
Seminars, Senior-Junior-
Pools, Simulation Games,
Stakeholder networks,
Success stories,
Suggestion scheme,
Technology scouts, Tele
working, Think Tanks,
Knowledge evaluation,
Video conferences,
Workflow optimization,
Work-Out: i

Knowledge Objectives,

Workshops, Yellow Pages,
etc. \
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Global Delphi Survey — Most pressing:

Integration into organizational processes
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practical problems?

be the most promising?
o plinary and multi

« Integrating KM into business processes
a n « Communities of practice

n has been already achieved?
«  Priority on human factors

Source: Scholl & Heisig, 2003,
Scholl et al. 2004
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« Integration of KM into organizational processes
« Barriers: organisational, technical and emotional barriers

'y approaches

What are the most pressing research issues and

Which theoretical and practical approaches seem to

What are recent advancements in the field, what

Methodological approach for method

development and test

UNIVERSITY OF LEEDS

[

studies (n=20)

analysis of knowledge handling

in organizations

Dr. Peter Heisig, STC

Company survey (n=146) TOP 1000 German
companies and TOP 200 in Europe

Content analysis of 160 KM-Frameworks
Global Delphi Study with KM experts (n=46)

Benchmarking-Studies with 1ZB (Berlin), TECTEM
(St. Gallen) und APQC (Houston, TX) with case

Expert interviews (n=60) to identify criteria for the

Action research projects (n>15) to implement KM
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The GPO-WM Framework aims to embed KM into
organizational practices with supporting actions in

six critical areas UNIVERSITY OF LEEDS

1. Mission critical knowledge is
applied and created within
organizational processes and work

Organisation & Roles

§Q
practices. 'é& 3
Often not very systematically. 05 %

2. KM aims to ensure that know-how
will be effectively and efficiently
created, stored, shared and

3
%,
, stored, 3
applied. %

3. Supportive measures in six critical 2

areas assure successful KM.
Company Culture :
Heisig (1999)

GPO-WM Framework was model for European KM Framework (CWA 14924), the
VDI Guide “KM in Engineering” (2008) and DIN SPEC 91281 (2012) KM for SME.

Dr. Peter Heisig, STC

The European KM Framework
(CWA 14924)
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= owledge Capab,/

[
Identify th,p

iss§
Create
knowled}
Core Activities
CWA 14924 Gl . \;\\'&&
'%ational Knowledge CaP?

.European Guide to
Good Practice in Knowledge
Management*

Brussels, CEN, 2004

Enablers
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Five steps to embed KM into
organizational processes
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1

~

Implemen- B

tation a2d &ad
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KM method database to support
the development of solutions
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Action research and consulting KM — Step by Step
projects n Overview
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* Fraunhofer-Gesellschaft

* Unilever Best Foods Deutschland GmbH : 33
i Gesellschaft
* Degussa AG =
AG Unillewer degussa.
+ KLOCKNER DESMA Schuhmaschinen GmbH DESME O
*  Lust Antriebstechnik GmbH BMA @ LUST S
.

* PM-Automotive GmbH o um mary

 sanofi-aventis Deutschland GmbH voestalpine BOSCH

* Telekom Austria

* ThyssenKrupp Systems Engineering sanofl aventis em

« voestalpine AG

+ VOLKSWAGEN AG - >\ - >\
Dr. Peter Heisig, STC e Dr. Peter Heisig, STC e

Summary
UNIVERSITY OF LEEDS UNIVERSITY OF LEEDS

» KM discipline: lack of consensus — need

ion!
for more research Thank you for your attention!

» KM practice — challenges remain

Q&A
» Promising solution: Embedding of KM into
organisational practices Dr. Peter Heisig
January 2013
» Organisational change needs to find the
‘right’ fit
@) @)
Dr. Peter Heisig, STC s Dr. Peter Heisig, STC s
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