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a. Mcrosoft and Know edge Managenent
M crosoft has entered the know edge nanagenent fray. O fice 2000
has becone “know edge-enabl ed.” M crosoft has put sonme web content
out on their site about this. Here are sone |inks:
www. i crosof t. com dns/ kmi KMpract. htm A white paper entitled “Practicing

Knowl edge Managenent.” You can find Mcrosoft’s definition of
knowl edge managenent in this paper.

www. mi crosoft. comi OfFficelenterprise/value/dns. htm O fice 2000 and
Knowl edge Managenent

www. i crosoft. com dns/ kmi default. ht m A page that contains a |list of case
study links denonstrating the use of Mcrosoft products for
know edge managenent.

www. mi crosoft. cont bi | | gat ges/ speeches/ 05- 19ceosunmit. htm A transcript of a
speech by Bill Gates describing his vision of how M crosoft
t echnol ogy can enabl e “thinking work.”
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Knowl edge Wbrk and Al

When | first heard of know edge managenent, and |istened to
its descriptions, |I was struck by how closely it seened to nme to
be allied to the work done in the field of Artificial Intelligence



(Al'). If you think about Al only as a technol ogy then of course
its place in any sort of know edge work is limted as is any other
technol ogy. On the other hand, if you know anythi ng about the
under pi nni ngs and phil osophies of Al, the relationship bears close
exam nation and Al should not be dism ssed out of hand as j ust
anot her technol ogy.

On the surface, the resenbl ance between Al and know edge work
i s astounding. Looking at it naively one sees that just as
knowl edge work is difficult to explain, so is Al. One could al nost
junp to the conclusion that the reason that both are difficult to
explain is the sanme. Both disciplines deal with human
intelligence, and any topic dealing with human intelligence wll
necessarily be both challenging to explain and challenging to
i npl enent .

The foundation of Al is based on a triunvirate of supporting
di sci plines: cognitive psychol ogy, |inguistics, and conputer
sci ence.
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The overlap of these three disciplines supports or creates
what is Al. In a simlar way, know edge work can be identified as
a triunvirate of disciplines. These woul d be know edge,
managenent, and technol ogy.
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I f you think about it, these three disciplines have a cl ose
relationship to the three disciplines of Al. Specifically we could
identify relationshi ps between managenent and cognitive

psychol ogy, know edge and |inguistics, and technol ogy and conputer
sci ence.

Managenment at its nost basic |evel consists of cognitive
psychol ogy processes supported by |inguistic processes, in the
form of verbal conmunications, specifically adjusted to nanagenent
processes. The know edge aspect of know edge work is related to
cognitive psychol ogy (representati on and processing) and conputer
science (algorithnms, representation, and inplenentation). Lastly,
technology is allied with conputer science because in the case of
know edge work, technology is primarily conputer-based. W can say
that Al and know edge-work are honmonorphic (sharing concept ual
principles).



Al t hough Al m ght not be the ultimte answer to the problens
of know edge managenent, you m ght consider drawing fromthe
extensive contributions of Al to represent know edge. For exanpl e,
you m ght choose to use franmes, semantic networks, rul e-based
know edge representation, or neural networks as a neans to
represent know edge captured know edge.

But That’s Just A Technol ogy and That’'s Easy

Interestingly, | hear |ots about why know edge work is so
difficult to explicitly introduce into an organi zation. Even so,
there are many people who continue to describe know edge
managenent as inportant and key to business. Al technol ogi es m ght
provi de tangi bl e deliverabl es maki ng knowl edge work nore easily
understood. Way not view Al as a concrete way to provide an
approach to the introduction of know edge work?

For exanpl e, suppose you work in an organi zation that uses an
expert in a particular domain and there are so few experts in this
field that your expert is the only one based in the United States.
Because of the esoteric nature of the expert’s discipline, there
are no new students in the pipeline, and to nake nmatters worse,
this individual nmust retire soon due to conpany policy. Wat do
you do?

You could go to nmanagenent and suggest that a know edge
effort would be appropriate; that it would be a way to retain the
expert’s know edge. Based on managenent’s famliarity or |ack
thereof, with know edge work this request m ght not be
sufficiently tangible to win managenent support.

A slightly different approach m ght be to reconmend a project
to codify the expert’s know edge in such a way that the expert’s
know edge coul d be used. You could show bonified exanples
(frames), and show how the expert validated these. Furthernore you
coul d show ways these could be readily used for know edge sharing
and transfer (up until now this know edge only rested in the
expert’s mnd). By doing this and show ng tangi ble and concrete
del i verabl es, managenent becones better able to understand and
support projects like this. Renenber for every one enlightened
manager there are hundreds of those who are neither enlightened
nor interested.

|"ve tried to describe one view of the relationship between
Al and know edge-work. The point, | think, that is nost inportant
is that Al has a rich history of exploring know edge-based



probl enms. Al though Al cannot claimto have found solutions to al
problens there is a rich base of formalisnms and nmet hods supporting
knowl edge work. \Wen asked the HOW question, we should not |ose
sight of this rich background. As know edge work professionals

t hese techni ques should be as inportant to you as those consi dered
nore rel evant by many because they are nore tangible.
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| f you are interested in |earning nore about know edge work,
subscribe to this newsletter by sending email to:

knowl dgWORKSNews-on@ i sts. webval ence. com

To unsubscri be send an e-mail to: know dgWORKSNews-
of f @i sts. webval ence. com

You may type an x in the subject or body if your e-mail program
requires.

Next week's issue: Back To Basics

Previ ous issues of the know dgWORKS News are archived at
http://ww. accsys-corp.com
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