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A. The Prototypical Know edge Managenent Organi zation — A
Ref erence Report Avail able From ACCSYS Cor porati on

As part of nmy ongoing effort to create useful reference
materials for those of us involved in know edge
managenent, | have prepared a report entitled, “The
Prot ot ypi cal Know edge Managenent Organi zation,” that is
avai l abl e for purchase. The report costs $25 and can be
downl oaded from the ACCSYS Corporation web site at
http://ww. accsys-corp.com A brief synopsis of the
report follows.

Synopsis: The Prototypical Know edge Managenent
Organi zation. Dr. R Kaplan. ACCSYS Corporation. My
2000.

This report focuses on the “design” of a prototypical
know edge managenent organization. The prem se of this
report is to design an organi zation and describe the
positions in it that would support a conplete know edge
managenent effort. The report presents the organizationa
desi gn, describes 11 positions, and provides detailed job
descriptions for each of these positions. The content of
the report could be used as the basis for a conpany’s own



know edge managenent effort, as a reference for the
necessary positions and the specific requirenents for

t hese positions. In addition, the report also describes a
“starter” or “seed” organization that would serve as the
begi nni ngs of a knowl edge managenent group within a

| ar ger organi zati on.

B. Virtual TeleClass — Brain Dom nance — One Key to
Better Know edge Managenent

On October 11'" from 12 Noon to 1 PMEST | will be |eading
a virtual class about brain dom nance. About 20 years
ago, a researcher at GE wanted to better understand
creativity. Out of this work came a nodel of brain

dom nance and a neans to understand thinking style
preferences. This work has far reaching applications in
| earni ng, human interaction, and know edge managenent.
Join me for this virtual class. The class is free except
for the cost of the telephone call. You may register at
ww. t el ecl ass. com and clicking on “Search for Classes.”
When the next screen cones up, in the box | abel ed
“nunmber” enter 4297. Click on “Find Cl asses.” At the next

screen click on “Add to Cart.” Follow the directions to
register. | look forward to nmeeting you in this virtual
space.
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Not too long ago | had the pleasure and opportunity to
visit with a former student at his conpany, Destiny. This
conpany is well known in the Phil adel phia area and has been
described in publications |like Red Herring and Upside. The
conpany’s focus is on the financial comunity and has been
very successful in creating custom zed systens for this
i ndustry. The conpany is growing rapidly and is just
crossing the 100 enpl oyee nmark.

The founder of this conpany, Lester Shuda, created a
know edge managenent project/effort. Inpressively, he saw
the need to allocate staff to this effort and assigned two
full time staff people to know edge nanagenent. Few
organi zations (save for the very |large ones) assign full



time staff to know edge managenent efforts. For exanpl e,
one organi zation | worked with in the pasthad over four

t housand enpl oyees and a know edge managenent effort
staffed by three or four people who were not relieved from
their usual duties. That effort is still trying to get off
t he ground.

A smal | organi zation that realizes the inportance and
val ue of a dedicated group to carry out know edge
managenment tasks exists on a higher plane than | arge
organi zations that add know edge managenent tasks to
existing staff work because they don't see it as a primry
activity.

As an outsi de observer considering what has been
acconmplished by this firmon the way to capturing know edge
and structuring that know edge, | aminpressed with their
accompl i shnments. They have established a know edge
repository accessible to all nenmbers of the organization.
The repository is Internet-based and is driven by a
proprietary technol ogy called “WbCycle.” Key know edge
el ements form patterns which can then be used to streantine
t he software devel opnent process. This is no surprise as
t he knowl edge managenent project sponsor/conpany founder/ny
ex-student is the Chief Technology O ficer of the conpany
and | eads the conpany’ s software devel opnent teans and
client engagenents.

An underlying principle of the know edge repository is
the idea of design patterns. The design patterns used in
this repository are based on design principles originally
defined by the architect Christopher Al exander. Al exander
wanted to define a common way to express know edge about
architecture. To do so he defined a “pattern |anguage.” An
Al exander pattern consists of five fundanental parts. These
are a nane, an exanple, a context, a problem and a
sol ution. Al exander never defines a pattern fornerly but it
appears that in his works he provided nany exanples of this
pattern | anguage. Destiny has adopted Al exander’s | anguage
as a basis for its know edge repository.

Primarily, the content of the know edge repository is
focused on the software inplenentation process. The
patterns in the know edge repository represent best
| ear ni ngs about the end-to-end process for creating
I nternet systens for financial services clients.



The knowl edge namnagenent project sponsor asked ne to
take a ook at the current state of the know edge
managenent project and nake an assessnent of where to go
next. The context of this question was the year-end
budgeti ng exerci se. The sponsor and his staff were trying
to determ ne what technology to buy for the next steps of
t he know edge managenent process. The project sponsor asked
for the assessnent because he had a sense that evolving the
proj ect by purchasing new tools mght be a limted approach
to know edge managenent in the organization.

Some of the discussion we had about the know edge
managenent effort centered on how the organization
percei ved the knowl edge managenent activity. One of the
scenarios | discussed with the know edge nanagenent team
had to do with how project post-nortens were carried out. A
project post-nortemis a post-project neeting that attenpts
to review project activities froma strategic viewpoint to
capture the learnings of the project. For exanple, if a
project was delivered late, why was it |ate? How do we
avoid being | ate on the next project? Post=nortens attenpt
to get at this sort of informati on and so are often not
popul ar activities because they ask people to expose
vul nerabilities.

From t he standpoint of the project teans, these post-
nortenms were not gernmane to the nainstreamwork. In genera
the only way to get project team nenbers to attend a post-
nortem was by royal edict — the know edge managenent
proj ect sponsor/founder/ny ex-student had to ask people to
participate in a post-nortem H s know edge nanagenment team
could not easily persuade teans to have these discussions.

Qur di scussions also covered who was involved with the
know edge managenent process. The know edge captured was
nostly devoted to the software inplenmentation process. At
first glance, there seened to be little know edge about
custonmers, marketing, or sales practices in the Wbcycle
knowl edge repository.

VWhen we drilled down a little further we discussed how
t he know edge namnagenent practices were integrated into
organi zati onal processes. In fact, organizationally, the
integration was nmore inplicit than explicit. Although the
val ue of know edge managenent was seen, it seenmed to ne
t hat knowl edge managenent was still an “off to the side”



activity as opposed to part of the day to day business
processes.

One of ny questions to the know edge managenment team
was how does the remai nder of the senior managenent team
view the know edge managenent effort? It appears that in
general the managenent team supported the know edge
managenent activity with some skepticism There was sone
under st andi ng of the inportance of the effort, but it was
not an organi zational inperative.

Al t hough I could go on with ny comentary about
| earnings in our discussion, | want to summarize sonme of ny
recommendati ons to keep the newsletter to a reasonable
| ength. Needless to say, this was an extrenely rich
environnent with a dedicated and intelligent team and
sponsor. | believe this organi zation could serve as a nodel
for other know edge managenent efforts if they continue to
evol ve the efforts organizationally rather than
technol ogically. After considering the various aspects of
the state of this effort, | made the follow ng
reconmendati ons.

Bring the managenent teamin line with the know edge
managenent effort. Get the whol e managenent teamto see
know edge managenment as an organi zational cultural

I nperative.

Bri ng know edge managenent into the mainstreamactivities
of the organization. Make it a part of the business
processes. Tie this integration to performnce and
reward.

Have nore intra-conpany cross-functional teans for cross-
fertilization. Collect and record the results of cross-
functional interactions.

Don’t invest a lot of effort in augnmenting the current
content of the repository.

Buy technology only to automate the accunul ati on of
know edge repository content.

To nme, it was critical for the know edge managenent
proj ect sponsor to gain greater organizational support.
This was the nost inportant “next step” in this effort.
Wthout that, it was unclear how the effort could make a
greater inpact on the organization.
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The knowl dgWORKS News is witten in its entirety by Randy
Kapl an and edited by Harriet Trenholm Suggestions for the
newsl etter should be sent to rkaplan@ccsys-corp.com All
suggestions will be considered and al ways appreci at ed.

If you are interested in |earning nore about know edge
wor k, subscribe to this newsletter by sending email to:

know 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-nail
program requires.

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