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1. KnowBits
a. Cooments on knowl dgWORKS News Vol une 1 Nunber 19

Eric Tsui asked the follow ng about Issue 19, “Budgeting
for Know edge WorKk”

Eri c says:

| have made sone very general observations regarding
smal |l to medi um organi zations in inplenenting know edge
managenent. (They are:)

- ITinfrastructure is non-existent to (only) emai

- Qperating budget is very tight and snall budget

- Concentration of expertise (nultiple expertise in
a small group of persons, nulti-skilled staff)

- Know edge transfer (is) nore tacit transfer
between staff than in | arge organizations

- Decision making tinme (is) nuch shorter

My comrent s:



| believe there is sone validity in these genera
observations, but we nust be careful in that they do
represent a general picture. In sone cases, you find
organi zations that can be described with this profile
precisely and in others there will be variances across the
board. Regardl ess, these are the characteristics that one
must pay attention to in order that a know edge managenent
effort fit the environnent. As | nentioned in #19, the
budget will vary depending on the organi zati on. Know ng
characteristics |ike the above can only hel p shape the
know edge managenent activity. For exanple, if IT
infrastructure is non-existent, what will this nean for a
know edge managenent effort? Does it mean that you
introduce IT infrastructure? O does it nean you introduce
| ow-tech solutions that are better fitted to the current
state of the environment. My answer is that it depends on
the culture, on managenent needs, on the budget, etc.

| invite other readers to respond, comrent, and
guesti on.
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2. KnowSite

So many sites, so little tine

a. wwv. t hi rdvoi ce. com www. gooey. com

Per haps you have al ready heard of Third Voice. This is
the site that distributes a tool that allows individuals to
coment on any web page they wish to comment on. It also
all ows other users of the tool to view these coments. |
tried the tool, and think it is an interesting concept. The
tool creators are also trying to suggest the tool can be
used for private discussions.

Gooey is a slightly different concept. Wth Gooey you
can see who else is viewing a web page and if desired, it
is possible through the Gooey interface to chat wth others
vi em ng t he page.

| found both tools to be interesting although it was
di sappointing to see how few users or comments
encountered when | used these tools. One realizes that the
vastness of the Internet neans finding the pockets of
activity for Third Voice or Gooey nust be like finding a



needl e in a haystack and the haystack is getting |arger by
the nonent. In ny brief encounter with the tools, |I did not
see if the sites point to activity areas. Perhaps they do —
on the other hand, this would al so be a good idea if they
don’t have these pointers.

b. www. questi onexchange. com

Check out this site because it upstages | nfoRocket
mentioned in #20. It is the same concept, targeted to
techni cal support.
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So, You want to be a Know edge Managenent Professional

You have read about know edge managenent. Perhaps you
want to pursue a career in know edge wor k/ know edge
managenent and are wondering what this wll require.

Per haps you are in an organi zati on where you can see the
benefits know edge managenent would bring. The issue of

i ntroduci ng know edge managenent into an organi zati onal
culture has been discussed in previous newsletters, in this
issue I want to focus on what it takes to be a know edge
managenent / know edge wor k pr of essi onal

Here are sone of the abilities |I believe are necessary
to those working in the know edge nanagenent/know edge
wor k pr of essi on.

1. Patience

I f you think nentioning know edge managenent w thin an
organi zation is all that's needed to get it done, think
agai n. Most managers haven't the foggiest idea of what
know edge managenent is or what it mght nmean to their
organi zation. Even if the executives in your organization
have heard about know edge managenent and have sone
knowl edge of what it is, you will still have to make a case
for know edge managenent w thin your organization. People
at various levels wll need to understand what know edge
managenent can contribute to the organi zation, and this
m ght take time. Once you are convinced of the benefits of
a knowl edge managenent initiative for your organization,
you will need patience to pronpote the program over tine.
Knowl edge managenent is organi zati onal change, and



organi zations typically change slowy, so patience is a
must in this profession.

2. Tenacity

Wil e you are being patient, you will also need to be
tenaci ous. Most likely you will need to do quite a bit of
evangel i zing to get know edge managenent accepted You w ||
need to “l ook under sone organizational rocks” before you
| ocate the “pearls” in the corporate sources of know edge.
Consi der that the process of inculturating know edge work
wll be a slow one with many set backs. On the one hand,
many people may seemto “get it” imrediately while on the
ot her hand, they may not seemto apply it or follow
through. It is inmportant that you continue to drive hone
t he | essons about know edge work and know edge managenent
and help institute the required behaviors. This takes
tenacity.

3. An ability to sel

The ability to sell the idea and process of know edge
managenent to a corporate culture is a requirenent for a
conpet ent know edge managenent professional. How shoul d you
explain the benefits of know edge nmanagenent to the senior
managenent tean? How can you get their buy-in and support?
Can you tie know edge work to an increase in sharehol der
val ue? Do you know how to nmake know edge managenent
behaviors attractive to individual contributors? Before
know edge managenent can be of benefit to an organi zation,
it must be adopted by the organi zation, and before it wll
be adopted, everyone has to understand why it is inportant.
This is why it is inportant to be able to sell.

4. An understandi ng of the business

| f knowl edge work is to be of benefit to the business,
then it is extrenely inportant that as a know edge
managenent professional you understand the business. This
is especially critical in the context of being able to sell
your ideas to senior managenent. Specifically, if you have
an under standi ng of the business, you possibly will be able
to identify the places where a know edge managenment effort
w Il have the greatest value to the business, and (very
inportantly) you can describe the effort in terns of the
busi ness. One of the key problens wth know edge
managenent, as it is currently fornmulated, is its



abstractness. Formul ati ng knowl edge managenent in terns of
the business in which it will be situated makes it easier
to understand and easier to see what benefits may be
derived. It also nakes it easier to speak wth and be
understood by the people in the business. | ama firm
bel i ever that know edge managenent and know edge work
cannot be sold as abstract processes. They nust be sold in
terms clearly show ngpeople how they will benefit fromthe
i npl enrenti on.

5. An understandi ng of technol ogy

At sonme point, you are going to have to specify how you
will inplement the knowl edge work effort. What technol ogy
will you use to do this? You should have a good handl e on
the current technol ogi es--what they do, what they cost, and
where they can be used to derive results in a know edge
work effort. Sone of the technology is fairly expensive —
especially if the know edge work effort is being formul ated
for a small organization. In these cases it may not be as
vi abl e to propose an expensive technol ogy solution as it
m ght be to propose a lowtech solution. By technol ogy | am
referring to both conputer-based technol ogy and non-
conput er - based technol ogy that could be enployed to carry
out a know edge work effort.

6. An understandi ng of the organization

This goes hand in hand with points 3 and 4. The
organi zation has as much to do with know edge work as do
t he seni or managenent team and the individuals in the
organi zati on. Enbedded in the organization are the business
processes used to carry out business activities. The
processes depend on organi zati onal features--both explicit
and inplicit. If you don’'t understand these relationships,
and try to bring know edge work into the culture, the
process may be a lot nore difficult than you m ght think.
Understand the politics of the organization because this
will also have significant effect on the results of a
know edge work effort.

Based on ny experience and observation of know edge
work efforts, | consider the “nust haves” |isted above as
vital for a knowl edge work professional. W have seen how
knowl edge work can pay off to an organi zation and the
individuals in it, but before this can happen it takes
quite a bit of work (unless the organization is very



enl i ghtened). Consider these characteristics as part of the
basis of what will be needed to effectively create
know edge cul tures.
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If you are interested in | earning nore about know edge
wor k, 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 nmay type an x in the subject or body if your e-nai
program r equires.

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