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ICS 132: Organizational
Information Systems

.QRZOHGJH�0DQDJHPHQW

what’s the problem

� RUJDQLVDWLRQV�QHHG�WR�PDQDJH�WKHLU�DVVHWV

± PRQH\��ORFDWLRQV��PDWHULDOV��HWF«

± H[SORLW�WKHVH�DVVHWV�LQ�RUGHU�WR�VXFFHHG

� SURGXFLQJ�QHZ�SURGXFWV��VHOOLQJ�VHUYLFHV

± KRZHYHU��H[SORLWLQJ�DVVHWV�UHTXLUHV�NQRZOHGJH

� NQRZOHGJH�LV�KLJKO\�GLVWULEXWHG

± PDQXDOV��ILOLQJ�FDELQHWV��HPDLO�PHVVDJHV��SHRSOH¶V�KHDGV

� NQRZOHGJH�LV�DQ�RUJDQLVDWLRQDO�DVVHW

± QHHGV�WR�EH�QXUWXUHG�DQG�PDQDJHG

± ZKDW�VRUWV�RI�NQRZOHGJH�DUH�ZH�WDONLQJ�DERXW"

what’s the problem

� FRQVHTXHQFHV�RI�IDLOXUH

± ORVLQJ�DELOLWLHV�DV�HPSOR\HHV�OHDYH�WKH�FRPSDQ\

± H[SHQVLYH�WR�UHWUDLQ�DQG�UHOHDUQ�ROG�OHVVRQV

± ZDVWHG�HIIRUW�DV�SHRSOH�DOO�OHDUQ�LQGLYLGXDOO\

± IDLOXUH�WR�FDSLWDOLVH�RQ�ZKDW�WKH�RUJDQLVDWLRQ�
³NQRZV´

� LW¶V�QRW�MXVW�DERXW�ZKDW�\RX�NQRZ«

± LW¶V�NQRZLQJ�ZKDW�\RX�NQRZ

± DQG�SXWWLQJ�LW�LQWR�SUDFWLFH

KM is not new

� ZH�DOUHDG\�PDQDJH�NQRZOHGJH

± WUDLQLQJ��OLEUDULHV��VHPLQDUV��OHFWXUHV��XQLYHUVLWLHV

± .0�DV�VXFK�LV�QRW�D�QHZ�SKHQRPHQRQ

� QHZ�DV�D�EXVLQHVV�IRFXV

± H[SOLFLW�XQGHUVWDQGLQJ�RI�³NQRZOHGJH�DVVHWV´

± IRUPXODWHG�DV�D�WHFKQLFDO�	�RUJDQLVDWLRQDO�
SUREOHP

� QHZ�SURFHVVHV�	�SURFHGXUHV�IRU�PDQDJLQJ�NQRZOHGJH

� QHZ�WHFKQRORJ\�LQ�VXSSRUW�RI�WKRVH�SURFHVVHV

± WKH�ULVH�RI�WKH�³&KLHI�.QRZOHGJH�2IILFHU´

managing knowledge?

� FDSWXULQJ�NQRZOHGJH

± PDNLQJ�LW�H[SOLFLW

� VKDULQJ�NQRZOHGJH

± EHVW�SUDFWLFHV

± QHZ�WHFKQLTXHV�RU�DSSURDFKHV

� VXSSRUWLQJ�UHXVH

± EHLQJ�DEOH�WR�ILQG�UHOHYDQW�LQIRUPDWLRQ

± EHLQJ�DEOH�WR�DSSO\�LW�WR�WKH�VLWXDWLRQ�DW�KDQG

� SXWWLQJ�SHRSOH�LQ�FRQWDFW

± IURP�ILQGLQJ�LQIRUPDWLRQ WR�ILQGLQJ�H[SHUWLVH

knowledge & social networks
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communities of practice

� FRPPXQLW\�± JURXS�RI�SHRSOH�EURXJKW�

WRJHWKHU�E\�VRPH�FRPPRQ�LQWHUHVW�RU�

FRQFHUQ

� FRPPXQLW\�RI�SUDFWLFH

± FRPPRQ�DFWLYLW\

± SUDFWLFH" ³SUDFWLFH�LV��ILUVW�DQG�IRUHPRVW��D�SURFHVV�
E\�ZKLFK�ZH�ILQG�WKH�ZRUOG�DQG�RXU�HQFRXQWHUV�
ZLWK�LW�PHDQLQJIXO´

± OHJLWLPDWH�SHULSKHUDO�SDUWLFLSDWLRQ

KM technologies

� IRUJLQJ�FRPPXQLWLHV�RI�SUDFWLFH

± SXWWLQJ�SHRSOH�LQ�WRXFK�ZLWK�RQH�DQRWKHU

± HQFRXUDJLQJ�FRQYHUVDWLRQ�	�UHIOHFWLRQ

± DFWLYH�OHDUQLQJ

� WZR�UHTXLUHPHQWV�

± LQWHUDFWLRQ

� HPDLO��FKDW��FRQYHUVDWLRQ��«

± SHUVLVWHQFH

� UHSRVLWRULHV��DUFKLYHV«

tacit knowledge

� WDFLW�NQRZOHGJH

± NQRZLQJ�KRZ UDWKHU�WKDQ�NQRZLQJ�ZKDW

± VNLOO�DQG�FUDIW�NQRZOHGJH

� ULGLQJ�D�ELNH"�MXJJOLQJ"

� NQRZOHGJH�WKDW¶V�RUJDQLVDWLRQDOO\�WDFLW

± ³LI�RQO\�ZH�NQHZ�ZKDW�ZH�NQHZ´

organisational memory

� V\VWHPV�UHFRUGLQJ�RUJDQLVDWLRQDO�NQRZOHGJH

± UHSRVLWRULHV�RI�FDVHV��SURFHGXUDO�KDQGERRNV��
UHFRUG�V\VWHPV

� WKH�WULFN\�SDUWV

± SXWWLQJ�LQIRUPDWLRQ�LQWR�WKH�V\VWHP

� ZKHQ"�PDQDJLQJ�RYHUKHDG

� KRZ"�GHFRQWH[WXDOLVH

± JHWWLQJ�LW�RXW�DJDLQ

� KRZ�WR�IRUPXODWH�TXHULHV

� \RX�GRQ¶W�NQRZ�ZKDW¶V�LQ�WKHUH«

context

<RXU�PDMRU�FXVWRPHU��$OSKD�&RUS���FDOOV�XS�DQG�UHSRUWV
WKDW�WKHLU�V\VWHP�KDV�EHHQ�UHVSRQGLQJ�VOXJJLVKO\�
UHVXOWLQJ�LQ�D�EDFNORJ�RI�XQSURFHVVHG�MREV�EXLOGLQJ
XS�DW�WKH�HQG�RI�HDFK�GD\��7KHLU�MRE�UDWH�KDVQ·W
LQFUHDVHG�ODWHO\��EXW�WKH\�KDYH�PRYHG�WR�D�QHZ
VHUYHU�DQG�XSJUDGHG�WKHLU�QHWZRUN�LQIUDVWUXFWXUH�
DOWKRXJK�WKH\�GRQ·W�NQRZ�ZKHWKHU�WKHVH�PLJKW�EH
IDFWRUV�

KM technologies

� H[SHUW�V\VWHPV

± FRGLI\LQJ�WKH�³NQRZOHGJH´�RI�KXPDQ�H[SHUWV

± PDNLQJ�LW�XVDEOH�E\�QRQ�H[SHUWV

� SUREOHPV

± HOLFLWLQJ�H[SHUWLVH�LV�QRWRULRXVO\�GLIILFXOW

� WDFLW�NQRZOHGJH�DJDLQ

� KRZ�GR�\RX�NQRZ�ZKHQ�\RX¶UH�GRQH"

± DSSOLFDWLRQ�LV�WULFN\�WRR

� XVLQJ�WKH�ULJKW�UXOH�DW�WKH�ULJKW�WLPH

� WKH�UHDO�ZRUOG�LV�PRUH�FRPSOH[�WKDQ�D�UXOHVHW

± JHQHUDOO\�FDQ¶W�H[SODLQ�WKHLU�UHDVRQLQJ
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KM technologies

� FDVH�EDVHG�V\VWHPV

± H[SHUW�V\VWHPV�XVLQJ�VFHQDULRV�UDWKHU�WKDQ�UXOHV

� ILQGLQJ�UHOHYDQW�LQIRUPDWLRQ�WKURXJK�DQDORJLHV

± WZR�PRGHOV

� SUHVHQW�VLPLODU�FDVHV�IRU�KXPDQ�LQWHUSUHWDWLRQ

� FDVH�EDVHG�UHDVRQLQJ�LQ�DQ�H[SHUW�V\VWHP

reward structures

� H[DPSOHV

± ;HUR[¶V�VHUYLFH�HQJLQHHUV�DQG�VDOHV�IRUFH

± FRQVXOWDQWV�LQ�$OSKD�&RUS

reward structures

� H[DPSOHV

± ;HUR[¶V�VHUYLFH�HQJLQHHUV�DQG�VDOHV�IRUFH

± FRQVXOWDQWV�LQ�$OSKD�&RUS

� WDNH�KRPH�OHVVRQV

± RUJDQLVDWLRQDO�DQG�LQGLYLGXDO�QHHGV

� NQRZOHGJH�VKDULQJ�PD\�EH�JRRG�IRU�WKH�RUJDQLVDWLRQ��EXW�

QRW�IRU�WKH�LQGLYLGXDO

� NQRZOHGJH�VKDULQJ�ZRQ¶W�ZRUN�XQOHVV�WKH�LQGLYLGXDO�

EHQHILWV

� GLIIHUHQW�IRUPV�RI�EHQHILW��UHFRJQLWLRQ�	�UHZDUG

the human factor

� H[DPSOHV

± WKH�KHOSOLQH�DW�*OREDO�$LUIUDPH

± WKH�ODZ�RIILFH��0¶V�ILOHV

the human factor

� H[DPSOHV

± WKH�KHOSOLQH�DW�*OREDO�$LUIUDPH

± WKH�ODZ�RIILFH��0¶V�ILOHV

� WDNH�KRPH�OHVVRQV

± LQ�WKH�V\VWHP�YV�LQ�\RXU�KHDG

� HYHQ�ZKHQ�LQIRUPDWLRQ�LV�GLJLWDOO\�UHFRUGHG��RIWHQ�VWLOO�

QHHGV�SHRSOH�WR�SXW�LW�LQWR�FRQWH[W

� LURQLFDOO\��SHRSOH�LQ�WKH�ORRS�WXUQV�RXW�WR�EH�D�VWURQJ�

GHWHUPLQHU�RI�VXFFHVV

expertise location

� LI�SHRSOH�DUH�VR�LPSRUWDQW«

± WKH�06&�VWXG\�IRXQG�WKUHH�SDWWHUQV

� H[SHUWLVH�LGHQWLILFDWLRQ��H[SHUWLVH�VHOHFWLRQ��HVFDODWLRQ

� KHXULVWLFV��H�J���WKH�³/LQH����UXOH´

± WKH�EDVLV�IRU�D�WHFKQLFDO�V\VWHP

� GUDZ�IURP�UHFRPPHQGHU�V\VWHPV

± UHFRPPHQG�SHRSOH�

� ORFDWH�H[SHUWLVH�EDVHG�RQ�SUREOHPV

± QDYLJDWLQJ NQRZOHGJH��QRW�UHSUHVHQWLQJ LW
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problems

� D�OLWWOH�NQRZOHGJH�LV�D�GDQJHURXV�WKLQJ«

± SXWWLQJ�LW�LQ�FRQWH[W

± WKH�FRQWH[W�LV�QRW�DOZD\V�REYLRXV«

� NQRZOHGJH�DV�D�³IXQJLEOH�UHVRXUFH´

± WUHDWLQJ�NQRZOHGJH�OLNH�ZLGJHWV

� LW¶V�QRW�ZKDW�\RX�NQRZ«

± «�LW¶V�NQRZLQJ�KRZ�DQG�ZKHQ�WR�DSSO\�LW

± ILQGLQJ�LW�ZKHQ�\RX�QHHG�LW

± ILQGLQJ�WKH�SHRSOH�ZKR�NQRZ

summary

� UHFRJQLVLQJ�³NQRZOHGJH�DVVHWV´

± FRUSRUDWLRQV�GHSHQG�RQ�WKH�VNLOOV�DQG�H[SHULHQFHV

� LQFUHDVHV�ULVNV

± VXSSRUWLQJ�RUJDQLVDWLRQDO�OHDUQLQJ

� LQFUHDVHV�QHHG�IRU�PHFKDQLVPV�RI�WUXVW

� WHFKQRORJ\�LV�SDUW�RI�D�.0�VWUDWHJ\

± VXSSRUWLQJ�LQIRUPHG�GHFLVLRQ�PDNLQJ

± EXW�RQO\�SOD\V�D�UROH�± .0�LV�D�FXOWXUDO�LVVXH

� PDNLQJ�VXUH�WKDW�WKH�RUJDQLVDWLRQ�UHZDUGV�.0

next time

� ZH¶YH�FRYHUHG�D�ORW�RI�WRSLFV

± SURFHVVHV��VHFXULW\��FRPPXQLFDWLRQ��NQRZOHGJH«

± FDVHV�WLH�LW�DOO�WRJHWKHU

� ZH¶OO�SUDFWLFH�RQ�VRPH�FDVHV�DQG�GLVFXVV

� WKH�ILQDO�LV�1(;7�:('1(6'$<

± QH[W�0RQGD\�ZLOO�EH�D�UHYLHZ�OHFWXUH

± OHW�PH�NQRZ�LI�WKHUH�DUH�VSHFLILF�WRSLFV�\RX¶G�OLNH�
PH�WR�FRYHU

� MSG#LFV�XFL�HGX


