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Introduction

What are
knowledge
assets?

Examples?

How are
kn OWl Ed g e [ earnerFirst
assets created?
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e Definition
e Functions
e Characteristics

e Related Concepts

LearnerFirst
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Knowledge asset = guidance and support information,
“owned” by the organization, that enhance stakeholders’
ability to accomplish work processes.

The Knowledge Equation

(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.

LearnerFirst
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Knowledge Assets: Characteristics

e Codified human
expertise

e Creates value
e Owned by company

e EXISts iIndependently
of human memory

« Commonly deployed
via Intranets

Type of Work?
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Knowledge Assets: Functions

Promote understanding

Provide guidance for action

Record facts about how work is performed
Create metaknowledge about how work

changes

I know how.
I'LL try.

I understand. “w_j|/*
The Language AU Tdon't

of Knowledge Idon't %  understand. LearnerFirst

want to. I don't
know how.
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Actions are processes of varying
complexity that exist to create
results. Actions may be performed
individually or collaboratively.
Accurate knowledge (“knowing

how”) is the basis for action.

Results are produced, delivered,
or provided by work; they may be
tangible or intangible. Results
contribute to the organization’s
reason for existence.
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Learning is required
when actions do not
produce desired results.

Knowledge assets allow
leanning at the speed of
change.
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How are knowledge assets created?

I i - T
S LAY -.ﬁ
2]
THITEAR

< Knowledge Harvesting
e Participants
e Setting & Tools

e Knowledge Harvester
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Process:. Knowledge Harvesting

Knowledge
Harvesting
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Knowledge
Management

“*Knowledge
Harvesting” =
Knowledge
Transfer

LearnerFirst




Corporate Memory
Management is
like:

c TOM

e Continuous
Knowledgeable Improvement
People Process

LearnerFirst
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Process: Basics

 Eliciting know-how.
« Communicating.
e Learning how to

Design (PSS)

LearnerFirst

‘ ° KnOW'edge
SN Engineering

H:},{ » Counseling
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Process: Focus

e Of the critical know-how that is necessary to
operate your organization, what percentage is
actually documented?

< How would you describe the remaining percentage?
Is It "In people?” Is it anyplace else?

What is the most important work that we do?

Where Is the organization most vulnerable?

Where does "lost expertise" occur?

Where is the cash flow of the organization generated? _
What are the barriers and obstacles in the organization? L€arnerfirst
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Process: FInd expertise.

 \WWho's an

expert?
\ | _
 How will

contributors be
Customers rewarded?

Employees
EXperts
Advisors
Vendors

Academia Knowledge

Regulators Assets LearnerFirst
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Process: Find support
Information.

e Information Retrieval tools

— Documents
e Definitions
= Examples
e Descriptions
= Measures
e Explanations of “Feelings”
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Find
documented
methods,
processes, and
procedures,
SOPs, process
maps, policies,
workflow
descriptions.c
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Process: Elicit guidance.

e Setting * One knowledge asset
= one process

= Tools » Asset has four levels of
e Dialogue guidance (for action):

— Structured * Process

— Unstructured * activity
i e Task
e Organize

e Thought
- 3:1 [earnerFirst
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Process: Knowledge Harvester

= Characteristics
— Is an Experienced interviewer.
— Has a genuine interest in people.
— Establishes rapport quickly.

= Results
— Process: logical, complete, accurate.

e Actions
— Conduct focused interviews.
— Organize harvested information.
— Optimize the process / user interface.

LearnerFirst
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Examples

e British Petroleum

= University of
Alabama @
Birmingham

e Buckman
Laboratories

LearnerFirst
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Focus - Reduce costs. Manage risks

Find - Business Managers, Engineers, IT Managers
Elicit -  One-week, closed-door sessions

Share - Reports, Framework... HTML pages

Apply -  Other sites

LearnerFirst
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Example: University of Alab
at Birmingham

Focus - Avoid litigation. Provide fair compensation.
Process = Broadbanding

Find - Compensation Experts, HR Managers

Elicit -  one-on-one interviews + emalil

Share - Web-based application

Apply - IT professionals

LearnerFirst
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Example: Buckman Laboratories
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< Accounting Standards
e Corporate Memory Management
e | earning Object- Metadata Standards

e Convergence of IT solutions
e 5-dimensional Software
= “Packaged” Knowledge

LearnerFirst
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So what?

e Results, Actions... Learning

e via Knowledge Assets which actualize
the language of knowledge:
— four levels of guidance
— support information @ each level

“Learn at the speed of change.” LearnerFirst
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