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What Is happen ngin
know edge managenern ?

e |ndustry

— 1994, fromAcademato Bud ness Sraegy
e Conmpound Annud Gowh Raed 60%
e 1999 = $582 nillion (sdt waretechnd og es anl'y)
e Hra Generaion- Irfa nati on Technd ogy

— Expiat Knowedge ... Tadt Know edge
| npdiat Know edge
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Summityng

OBusiness Howis Know edge

Harvesingrd aedto
know edge hnanage ner ?

o Know edge Hxvesing =

Knowledge Know edge Transf e

Harvesting
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The god Istolhcreasethe
Invertory o know edge assd s

Mor e resruct uring how muchbran
ara ncanwe gand?

Here we goagan...ranvertingthe
whed .

Cur supdies knownore about ths
than we do.

If we don't figure out howto share
wha we know wthour custoners, gy
thenthey re gone



What are know edge
assd s?

 Know edge Asset = gu dance and support
|rfo nation “owned’ by the argan zati on
enhance 2 akehd dars dalitytoacconplish
| npartart work, vatheprocesses d Know edge

Har vesti ng
(Support Information + Guidance) * Interpretation = Knowledge
why what who when how
Information technology Individual's Capability
is the medium thinking occurs. for action
for these messages. Meaning 15 achieved. is enhanced.
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Delphi
‘Business

5""’"‘ What arethe charadaigics d
EXY e
= kKnow edge asse s?

e-Communithes
o Strategy

e Cod fiedhuman expertise

Bus ness R ocess
Manuf adt uri ng R ocess

Sraegy
Equ prent Wse

§ « Owned by the company

\ /» * Exig independertly d human
& nmenory

o Usudlydedoyed vairrands
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Delphi
‘Business

What do know edge assds
do?

« Fonote undergand ng
« Rovdegudancefa

adion
Hinowhow . » Recordfacts about how
I understand. % i rrportar_t wor K was
wantto. ] don't e Jede netaknow edge

know how. abou how wor k changes
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What arerdaed concepts?

= Serviie o]

e-Communlibes
- Sirategy i
-l
e
¥ g

il
i "'I.._,'_

-5 _ Learning is

2 Qrcglc?ensséggeof varying required
complexity that exist when actions
to create results. do not
Actions may be produce
performed desired
collaboratively.
A‘:ccura_te knovv1l,e_dge Knowledge
(“knowing how”) is N 2SSetS
the basis for action. ===

support

Results are produced, learning at
delivered, or provided by work; the speed of
they may be tangible or change.

intangible. Results contribute
May 7-10, 2000 to the organization’s reason for
existence.
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How are know edge assd s
crea ed?

1 Know edge
Har vesting
Hanmework &
Met hods

2 Contribuars
3 &Ating& Tods

4 Know edge
Har ves ers
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| gitul ondize a
franewor k

Focus
H nd
Hiat
O gan ze

Capable
Stakeholders PaCkage
Share

> Apply

=

o

% > Knowledge Evd ug e
A Assets

Adapt
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Deiphi
eﬂuﬂ ness
Summityng

H nd cortri bu a9 experts

e-Communities
- Sirategy

e WhO' s an
expert?
Customers * HOW W”
Employees cortribu ors be
Experts .
Advisors rewar ded?

Vendors

Academia Knowledge
Regulators Assets
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H nd suppart 1 rif armeti on.

e |Nfa naion RArievd

— Look far:
o Defintions
 Exanpl es
o Descrigions
 Measu es
o Expganaions o “Fedings”

Gat her n& hods,
[or OCESSES
procedur es
SOPs, [rocess
maps, pdiaes
and wor kfl ow
descri i ons



Hiat gu dance

* At g * One know edge assd =

e TOd S one [rocess o graegy.

e O d ogue Efac;rl]j?asriemsfou levds
— Srudued . Frged
— Unstruct ured . Activity

e Oganze « Sep

—-31  Thought
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Enpl oy sklled Hrvesas.
e Chaateidics

— Isan expeiencedintavews;
6 yeas d process consu ting

o TUr— e |ngtructi ond
peod € exddishes rapport
qui cK v « Know edge
_ Eng neeri ng
e Actions .
e Counsding
— Conduct focusedintevews. . .
, e Lirary Saence
— O gan ze harvested .
i rf or mati on * Recruting

May 7-10, 2000

© 2000, Knowledge Harvesting Inc.



; - I
. fj,’l' Ml FRaLE a

1 “_.: I_;

—Frocurament
#-Caanang
i SEndiie #ProceEs

Georg a Pacific
Cor por aion

Corporde Systens
Services

Know edge
Manage nent
Leadersh p
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Why do Know edge
Har vesi ng now?

 \What aconpany knows has nore

vd uethanits physicd assds
o Shares Dop Oh GFO s RS gnai on
Earn ngs Jttas

What isthe nost i nportat work thea we do?
Whereisthe argan zaion nost vd nerald €?

Wher e does "l ast expertise’ occur?
Whereisthe cash flow d the argan zati on generated?
What arethe barrieas and obstad esinthe agan zeti on?
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Delphi
‘Business

sinmit,  HOW 0O We acconplish our
oly edives?

e Know edge Harvesingis a
met wresd o nethods for
diatingand agan a ng
unwitten “h dden” know edge

 The purpose d Know edge
Har vesingisto naketaat
know edge exdi at.

o |dertify GPstop pafaners
harves thar know how creae
and ded oy know edge assé s

o Strategy 1
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S andard zethe Hrxvesting
Rgect RPan

xus- Create a project plan contaming
deliverables, miestones, and acceptance critena

=ind - Acaguire internal and extemal sources of Reference Lt
Infarmration

nd - Compile research notes and create an
Interview Gulde for upcoming Knowledge Harsesting Interview Guide
Interviews

it - During an Interdew, take handwntten notes Transcripts

and record the conversation for transcription.

Cropanize - Organize all interviesr notes into the
knowledge asset (senpt) and formiat according bo
levels of guidance and support information

anize - Review the Maturity Chart and deterrmineg
how much addiional information must be harested

ch = When the knowledge assel 15 ready, Learning Resources
package the infomation in leamng resources
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e Usetods whichensue
&2 eff ective shari ng

[:ummumtg Hlt
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Lear nhowt o speak and

& Wl rhrts \

e-Communlibes
o Strategy i

-
e

The purpose of the Gulde is to prov
community membears with a descr
basles of effective elicitation.

gpare lo harvest

Guide -
-:n'.:pll.'rr
kivradedes
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"t Coll aboraein schedu ed

:nﬁ::.?\ -
O OUpP SEsS OnS.

a-Communitie:

The Meesting Planner Is a simple checklist to
prepare 'hh assential information for each
community gathering
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Accurady docunernt what
fl?ff'“.':n... | S spoken

a-Communitie:

- ﬂ.u.
oL ment H‘1E 1:"""':‘|"IT.d. |.
LTI mmLn Ly mer Tt*'t‘rb CLNIVET 35

Frigges
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Rgect 1

—ocus — Bran Dan
H nd — Gt urethe know how andth nki ng
o ocesses of the Gdledions Manager.

Hiat —20 hous d L ldiataion
Package —HT ML- helpapdicaionfa

| rtrane
o 2-d know edge assd

Share — Gedt Managers
Eva uate — Hxvesed know edge was
acti onald etothose assumnngthe cdl edi ons

respond [lities



Mrtua dledion
Recove'y Manager

3 Microzoft HTML Help zample pages - Microzoft Internet Explorer

= ([ P Collections - Yersion 1.1

Collection Recovery Pr

Q Pre Referral

S o™ Collection Recovery

Q Clazing Processes

Q htanaging & Debtor's Bankruptcy
@ CMS Reports

Guidance for Credit
Managers

Sources of Expertise

Robert E. Hallis: rehollis@gapac.com, rehjj@aol . com
Diale Baird
Chris Gilmartin
Diana Stoffel
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Frgect 2

Focus — Best Radice

Hnd - G uetheth nk ng processes d two
sen a sysens progamers nanagers
Hiat —30 hous d L 1diatdion

Package —DHT ML/ Java apdicaionfa

| rtrang

e 3-d know edge assd

Share — Sygens Anal yas and Programmers



Mirtua Goach

. Main Screen
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Osusiness  Det erm ne wher e Know edge

Summityng

S, Horvesing adds val LetoB2B

1 Extend pinddesand pradtice d custongr

rd &i onshi p managenern; enhance cuone's
product sd ecti on and use

Focus onthe “cenand-sde” o thetransadi on
How doesthe cust oner th nk when evd uati ng
and sd edi ng your froduct ?

Know edge
Manage nent B2B
Most o thefocusis - :
here (supd y s de). Exdidt KM Tr ansacti ons
—>
Thered . .
May 7-10, 2000 opporturityis here | npidt KM H'OdUd
(lerandsdg)! — * Opti nnzati on N
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Qeadeahgnlevd
£ achtedtueandtaxonony.

. =r .,
'fj_-.l' Ml FRaLE a

1 I_;

oL mmun i
o Strategy

Corporate
Stakeholders
Employees & Suppliers &
Contractors Distributors Investors Customers

INTRAMETS  WALUE-CHAIN EXTRAMETS CORFPORATE WEER SITES

Leaming Suppert System

Action Learning
Software Modules

Corporate Memory

Knowledge Support

Harvesting Information
Worldflow

Guidance Infor mation
Retrieval

Document
Management

Knowledge Assets

Collaborative
Technologies
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e Dan Hedalcksen
— CeargaPaafic Gxpordion
o dkfreder @apac.com
e Larry Wlson

— Know edge Harvesting | nc
o WWW know edgeharvesing g hone.t m
 |ary. wlson@k now edgehar vesti ngcom
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