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Objectives

. To present and discuss some of the key KM
methods, tools, technologies and technigues to be
considered for selection within a KM
Implementation initiative, especially in Small and
Medium Enterprises.

. To give more in-depth knowledge so as to assist
the National Productivity Organizations (NPO)
trainers to become "KM Consultants".

. To provide a framework, simple method, and
some very practical tools to get started quickly
and produce some “Quick Wins”



‘ Agenda

Introduction
. APO KM Framework

Mapping KM Tools & Technigues to APO KM
Framework

. Twenty Essential KM Tools & Techniques

Six Highly Recommended Tools
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APO KM Framework




\ Mapping KM Tools & Techniques
to APO KM Framework

5.Tools to
Apply Knowledge

1.Tools to Identify
Knowledge

2. Tools to Create

4.Tools to Share Knowledge

Knowledge




Twenty Essential KM Tools &

Techniques

Brainstorming
_earning’s ideas capture
Peer Assist

_earning Reviews

After Action Reviews
Expert Locator
Communities of Practice
Storytelling

Virtual Work Spaces
Physical Work Spaces

Document Libraries
Knowledge Bases
Knowledge Assessment
Blogs

Social Network services
Voice & VOIP
Advanced Search
Knowledge Clusters
Taxonomy

Knowledge Cafe




1. Brainstorming




What 1s Brainstorming?

Brainstorming is a simple way of helping a
group of people generate new and unusual
ideas

It Is split into two main phases:
o Divergent thinking - generation of ideas
o Convergent thinking - selection of ideas

There are some important rules that make
brainstorming effective



Why use this tool?

It Is a powerful means to generate new and
unusual ideas

It helps people feel involved in the problem
solving process

It Is very simple to learn



How to do 1t

Agree who will facilitate the activity

Make sure everyone is aware of the basic guidelines

Ideally, give everyone sticky notes and pens

Write the problem on a flipchart, so that everyone can see it

Ask everyone if they understand the problem - clarify if necessary

If necessary, have a group discussion about the criteria that will be
used for idea selection

Ask everyone to write down their ideas (one per sticky note) and
hand them to the facilitator, who sticks them on the chart

When the group has run out of ideas, ask them to:
— Look for duplicate ideas and combine them

— Vote for their favourite ideas - usually by putting a dot on the ideas -
based upon the agreed criteria

— Pick the highest rated ideas’and discuss how they could be
implemented



Guidelines for brainstorming

= Divergent Stage

d

d

d

d

d

Defer judgment
Go for quantity

Seek wild and unusual
Ideas

Combine and associate

Write everything down

— Convergent Stage

Improve ideas as you go
Use affirmative judgment
Be deliberate

Seek novelty

Check with your objectives
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When to use ... (and when not)

Brainstorming Is useful when you need to
generate a large number of options or
ideas

It IS not appropriate when a problem is
known to have a single correct answer that
requires careful analysis to determine
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Where to use

It can be used in any situation where a

group
(two or more people) can find a space to

work together
It can also be used across the internet
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2. Learning’s and Ideas
Capture




‘ Mobile & Wireless tools to capture
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2. Learning’s and Ideas capture

What is Learnings and Ideas capture?
Why capture Learnings and Ideas?

How to use Learnings and Ideas capture
Personal capture tools

Collective capture tools

Examples

References & links
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2. Learning’s and Ideas Capture

What Is Learnings and ldeas capture?
Why capture Learnings and Ideas?

How to use Learnings and Ideas capture
Personal capture tools

Collective capture tools

Examples
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"The problem is not a shortage of new learning’s and
Ideas, but that we do not effectively capture these
learning’s and ideas - and that we do not systematically
do anything with them'
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‘The very process of writing down explicitly what you think you
have learned, or a new idea, is a fundamental process of
knowledge organization that will develop further and refine the
tacit knowledge in the individual to the next higher level.’
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Personal Capture Tools

Own Memory (vulnerable as the only method)
Notepad (useful but can be fragmented)
Personal paper based organisers (adding more structure)

Personal Digital Assistant (PDA) notes and don’t forget (more structure
and electronic storage and dissemination)

Personal Computer — email, notes, documents, databases (more
structure and electronic storage and dissemination)

Blogs and K-logs (Knowledge Blogging) - a very powerful way to capture
both spontaneous and structured learning’s, ideas and insights

Camera (pictures to add more information and context)
Camcorder (videos to add more information and context)

Voice recorder (to capture speech)

Scanner (to capture documents to computer)

Google Knols (units of knowledge) for writing and sharing articles
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Collective Capture Tools

Corporate Communities of Practice, Network Forums and
discussion forums

Electronic chat rooms

Corporate Intranet(s)

Internet and Websites

Team (Collective) k-logs (team blogs)

Wiki's

Social Networks (Facebook, Linkedin etc)

Corporate telephone system

Audio conferencing

Video conferencing (and PC based video conferencing)
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What to Capture?

ne date and time

ne person capturing the learning/idea
ne situation

ne Project or work (code)

ne Client or customer (code)

ne Location

ne context

ne new learning or idea or insight

ne next step/action
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earning before, during and after

BP’s Knowledge Management Framework

Peer Assist

Learning Review

Learn
& during

Using
Knowledge

After Action Review
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3. Peer Assist
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3. Peer Assist

 Itis atechnique used by a project team to solicit assistance
from peers and subject matter experts regarding a
significant issue the team is facing.

« The purpose is to shorten the learning curve of the project
team.
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Peers Assist

* The project leader normally initiates the assistance when
assistance Is required in the project.

* There is no fixed timetable as to when the peers can be
called in. Some Peer Assists are called early in a project
and some are called later. It depends on the needs of the
project team and the complexity of the project.

26



4.1.earning Review




4. Learning Review

* |tis atechnique used by a project team to aid team and
Individual learning during the work process.

It can be conducted after any identifiable event. An event
can be either an entire small action or a discrete part of a

larger action e.g. a project-planning meeting.
« The purpose is to continuously while carrying out the project.




* The learning review revolves around the following four
simple questions:

1. What was supposed to happen?
2. What actually happened?

3. Why was there a difference?

4. What have we learned?




5. After Action Review




5. After Action Review

e |tis atechnique to evaluate and capture lessons learned
upon the completion of a project.

« Learn from project success and failures to improve future
projects.
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* The following questions can be used to conduct the AAR:
1. What was expected to happen?

What actually happened?

What went well and why?

What can be improved and how?

a &~ WD

What are the lessons that can be used in the future?
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6. Expertise Locator

What is Expertise Locator?

Why Expertise Locator? / Why for SMES?
How EXxpertise Locator looks like?

How to build and use Expertise Locator?

When to use / not use?
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What is Expertise Locator?

 Expertise Locator (Expert Locator, Who's Who) is an IT tool to connect
people who need knowledge and people who own the knowledge.

* It also helps building a new team/project by finding right people.

* It can be simple electronic yellow pages or a combination of IT and people
(often called Knowledge Brokers) who support finding and connecting people.
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Why Expertise Locator?

* Knowing who knows what is often more valuable than knowing how to do.
- To quickly solve any problem that you cannot solve by your own,
- to form a good team with right experts,
- to generate new ideas...

there are many critical situations when you need to find right people.
Expertise Locator helps finding and connecting right people.

Why for SMESs?

» To find right people among many SMEs, especially in the Knowledge
Cluster (refer “Knowledge Cluster” section.)

* To support retaining and transferring key expertise owned by veteran
people.




How Expertise Locator looks like?

* It depends on types of
knowledge/expertise a firm
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How to build and use Expertise Locator?

<Usage>
When you want to find someone who has certain knowledge, you access

Expertise Locator and insert key words to find the right person.
<Building>

1. Define Objectives of KM

2. Designing User’s Interface

3. Registering User’s Expertise

4. Maintain the system

ol Q \\\‘
! ;
1”4 Y/
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When to use / not use?

« If everyone in the organization know who knows what, there is no reason

to build Expertise Locator. Just ask right questions to the right people when
needed.

* When one of the key problems in the organization is one does not know

who knows what, it may be the opportunity to consider building Expertise
Locator.

» Again, to find the right people in Knowledge Cluster with many SMEs
would be a good opportunity to use Expertise Locator among SMESs.




7. Communities of Practice
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/. Communities of Practice

« What are Communities of Practice?
 Why CoPs for SMES?
e How to nurture CoPs?

« Key Enablers
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What are Communities of Practice?

* Definition:

CoPs are groups of people who share a concern or a passion for something

they do, and learn how to do it better as they interact regularly. In the context
of KM, CoPs are formed -intentionally or spontaneously, to share and create

common skills, knowledge and expertise among employees.

 Characteristics:

The size varies from 2-3 people to thousands of people, and members of
expertise could be either homogeneous or heterogeneous. The following
three elements are crucial when one designs CoPs.

1.The domain: CoP has an identity defined by a shared domain of interest.

2.The community: A Platform that enables frequent interactions to share and
develop common knowledge is essential for CoP.

3.The practice: Members develop a shared repertoire of resources: experience,
tools, ways of addressing recurring problems -in short, a shared practice.
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Why CoP for SMEs?

» To effectively share and develop skills and knowledge among employees
without huge investment

* To solve problems effectively by sharing knowledge.

 To give opportunities to exchange best-practices on a common subject
 To increase employee’s satisfaction and retain valuable workforce

« Share common skills and knowledge across your company

 To accelerate innovation by forming CoP with people from various
backgrounds




How to nurture Communities of Practice?

1. Find opportunities around strong needs:
CoPs work well when strong need for sharing common interest/passion/knowledge
exist. Find opportunities to connect people and share knowledge that make a difference.

2. Invite passionate people and take in their thoughts:

To design a good CoP, you need key people who play a role of steward in the CoP.
He/she is usually very passionate and knowledgeable on the subject. Then you discuss
the CoP design with them with the following focuses:

- What is the strategic context of the COP?

- What is the key knowledge to share and create?

- Who are potential participants benefiting from and contributing to the COP?
- What are key activities that sustain vigor of the COP?

- Where can community members physically (and virtually) interact?

- What are key values for both the organization and participants?

3. Launch the COP with socializing events:
Development of any COP always start at people’s social relationship. One easy way is
to use existing social network, which is often becomes a core group of the CoP.

4. Create results through activities and share the stories:

{?§ o | | | 44




Key Enablers

» Stewards:

Key people who have passionate for the area and are willing to take care of the
COP are the most important component of any CoPs.

* Incentives:

Spontaneous motivation for continuous participation is essentially needed to
sustain active CoPs.

* Physical/virtual spaces:

CoPs need spaces where members can interact.
 Information Technology:

Some CoPs do not require any IT, whereas IT is a key platform to share knowledge.
« Management’s support:

Management’s support not only allows participants to understand the importance
of CoP activities but gives sufficient resources.
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3. Storytelling

o W
o W
o W

nat Is storytelling?
Ny use storytelling?
nen to use?

2 How to use?
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What is storytelling?
Why use storytelling?
When to use?

How to use?
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What is storytelling?

Storytelling is conveying of events in words and sounds
often by improvisation or embellishment. In the context of
KM, storytelling has been used as a powerful way to share
and transfer knowledge, especially experiential and tacit
knowledge.

* It is literally about telling a story; a person who has
knowledge tells stories of his/her experience in front of
people who want the knowledge. Though the method is
guite simple, storytelling is able to share deep knowledge
when it is appropriately done. It has a strong power to
share one’s experience and lessons learned since
effective stories can convey rich contexts along with
contents.

o)
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Why use storytelling?

1. Transfer tacit part of knowledge:

Because it conveys much richer contexts through stories than other
means of KM, storytelling by a vastly-experienced person in any field has
the power to transfer his or her experiential knowledge.

2. Nurture good human relationship:

When someone tells his/her story, the action also conveys significant
volume of the storyteller’s personal information through the story itself,
facial expressions, tone of voice etc. This aspect nurtures trust among the
storyteller and audiences that often becomes a seed bed for a community
of the practice, which enables further sharing and creating of knowledge.

3. Bring out passion of audiences:
Great part of storytelling is that it is able to address logical as well as

emotional part of brain. As a result, good storytelling can change people’s
mindset and behavior to share and create more knowledge than before.
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When to use?

» Many organizations utilize storytelling to transfer experts’ knowledge to
younger people.

« Some organizations use storytelling to share lessons learned from project to
colleagues who were not participating in the project.

» Since storytelling session may rouse participants’ interest and let audiences
find other people with common interest, designing following systems to
discuss the topic such as communities of practices or virtual collaboration
spaces which sustain and increase the advantage created through the
storytelling session.




How to use?

Step 1: Identify key area of knowledge to transfer and share in your firm.

Step 2: Find the right person who has rich experience and ask him/her to tell
the story. The storyteller’s eagerness and eloquence are keys for success.

Step 3: Market the storytelling session to candidate participants.

Step 4: Hold the session. It is may be effective to create informal atmosphere
by changing layouts, serving refreshments, holding icebreaker etc. You may
want to hold a small social gathering after the session to help networking.

Step 5: Leverage the output of the storytelling session. This step is critical to
maximize the effectiveness of storytelling.

- Capture and share the movie of the session among employees.

- Form a community of the topic among the storyteller and participants who
have interest. The storyteller often becomes the owner of the community.

- Hold sessions regularly to give employees chances to both participate and
tell a story.

& .



9. Collaborative Virtual
Work Space




Collaborative Virtual Workspaces
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What 1s 1t?

Collaborative virtual work spaces enable
people to work together, irrespective of
where they are physically located

They involve a combination of document
sharing, collaborative editing, and
audio/video conferencing

Although suppliers offer software packages
that contain all these elements, many users
assemble their own collection of tools to
meet their specific needs
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Why use this tool?

It allows organisations to access the best
skills, anywhere in the world

It can dramatically reduce travel costs

It allows people to work when and where Is
most effective for them, as well as giving
them access to information when they
need it
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How to use

Start with the people. The tools will tend to amplify existing work
practices. Therefore, before introducing virtual tools, it is important
that any work group, or team, reviews its work practices and reflects
on how it would work ideally.

Make sure the technology is up to the job. Poor quality equipment,
e.g. slow internet links, or poor quality audio / video will create a
negative experience for users, and will discourage them from future
use.

Train users at the appropriate time. Training is important for
successful implementation. However, it should be provided as close
to the intended use of the tools, as possible.

Start with human-centred tools. Audio and video conferencing build
on natural human behaviour. They also offer immediate benefits that
- Iif the quality is good enough - save people time and stress.

Introduce collaborative content creation in association with the

audio/video conferencing, so that it builds on top of the existing 5757
exnerience and allows the more exnerienced 11cer< to offer



When to use ... (and when not)

Virtual workspaces are rapidly becoming an essential part of many
organisations’ work practices. And, this trend is likely to continue. It
IS therefore important to identify the situations where this approach
may be inappropriate. The key situations would include:

o Poor internet connections. Although various software tools
enable people to work in poorly connected environments, if the
connection proves to be too much of a barrier, the frustration
caused to the users may outweigh the benefits of virtual working.

o The task requires direct physical collaboration. Although fashion
design is increasingly being supported through virtual tools, there
will be a range of tasks that genuinely require physical co-
location.

o Security and privacy are paramount. In situations where privacy
IS absolutely essential, for example the relationship between

doctor and patient, co-locatiogymay be essential. .
58



Example

A powerful collaboration suite can be assembled through combining
Skype (for audio video conferencing) with the Google Docs
collaborative editing system. The resulting combination allows
teams to jointly author documents, discuss action plans and capture
their key knowledge in a wiki. The total package is available for free,
and needs relatively low speed internet connections.

Moving up one level, in both cost and capabilities Adobe Connect
Pro. This integrated suite enables teams to create documents, and
discuss their decisions, but also offers additional features such as
screen sharing, team break-out rooms, voting, and meeting
management. The entire system runs on the Flash plug-in and is
therefore available on the vast majority of PCs, without any further
Installation required.

Teleplace is an example of the state-of-the-art in virtual collaboration.
The system provides a very powerful three-dimensional world that
supports-the-full range-of collaberation; in-an-tmmersive

environment. Although the system Is very simple to use, itisalso s
likely to require more training for the users to fully exploit the power.



http://www.skype.com/
http://www.google.com/apps/intl/en/business/index.html
http://www.google.com/apps/intl/en/business/index.html
http://www.google.com/apps/intl/en/business/index.html
http://www.adobe.com/products/acrobatconnectpro/
http://www.adobe.com/products/acrobatconnectpro/
http://www.teleplace.com/
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10. Collaborative Physical Workspaces

« Why Physical Workspace as a KM tool?

« Example 1: Open space for ad-hoc/informal interactions
« Example 2: Space for team collaboration

« Example 3: Space for prototyping

* Tips for Physical Workspace Design
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Why Physical Workspace as a KM tool?

 When we share or create knowledge, we usually interact with other people
through face-to-face communication —we discuss, dialogue, or simply just
ask a question. Physical workspace is where such human interactions take
place — and it can support knowledge sharing/creation if it is well-designed.

Do you think you can have creative

What about this space?

(} 62

discussion in this room? {
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Examplel: Open space for ad-hoc/informal interactions

« Sometimes, unexpected interactions
generate unexpected (good) results.
Good open space encourages such ad-
hoc, informal interactions among
employees, or even between staff and
customers.

* The key for encouraging such ad-hoc
Interactions through physical space is to
create reasons for employees to come
to commons: could be coffee and
snacks, magazines and books, or mail
boxes and printers to pick up letters and
copies.




Example2: Space for team collaboration

* A meeting room is not necessarily a
good place for team collaboration. Any
good collaborative space has a lot of
small, but well-thought devices.

* For instance, walls of a room can
support collaboration significantly by
putting information to visualize contexts
of the project. You do not have to invest
In IT, but just simply use papers and
magnets to turn walls into collaborative
tools.




Example3: Space for prototyping

» Ideas can only turn into value when
they are put into actions. Does your
organization have a physical space for
that?

« Space for prototyping is where people
can experiment their ideas. If you are in
manufacturing industry, probably you
need some equipment for quick and
dirty prototyping in the room.
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Tips for Physical Workspace Design

* Producing creative workspace does not always lead knowledge creation,
unless members who use the space understand and become enthusiastic
about the concept of how to work in the environment.

* Thus, you need to discuss how they want to work and how physical space
can support the way of work among members who use the space.

* One good start would observe how employees are actually working to find
opportunities to support their behaviors that can lead more knowledge
creation and sharing.
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Document Libraries

What are Document Libraries?
Why use Document Libraries?
How to use Document Libraries
Examples

69



12. Knowledge Bases &
Wikt’s




‘ Knowledge Bases

2) Home (apokmtools) - Mozilla Firefox

File Edit ‘“iew History Bookmarks Tools Help

- c A G E"—.‘ http: //sites. google. com/siteapokmtools)

77 -

m + Google

@ Mast Wisited |j Getting Started |5 | Latest Headlines

| 1] Gmail - Inbox (1730) - ronyoung.uk@g... || %:—:_Sites 1E3) ‘?‘;:_Hume (apokmtools}) ﬁ | bl |

Grail Calendar Docurents Reader Web rore

Google Sites Home Updsted 20 3ep 2008 0345

apokmtools

| Home |
Home

0.0 Howe to use this space
1.0 Project Description
2.0FProject Team
3.0Action Plan

4.0 Communications

5.0 KM Tools Courseware
6.0 KM Tools Manual

7.0 Learnings &ideas
8.0APO KM Community
9.0 KM Measurements

Sitemap The collaborative workspace for the APO KM Tools and Technologies Expert Group

Edit sidehar

ronyoung.uk@gmail.com | My sites | Help | Sign out

& Create page | 7 Edit page | Mare actions = |

Search this site |

Subpages (10); 0.0 How to use this space 1.0 Project Description 2.0 Project Team 3.0 Action Plan 4.0 Communications 5.0 KM Tools Courseware 5.0

KM Tools Manual 7.0 Learnings & ideas 5.0 APQ KM Comrmunity 2.0 KM Measurements

Terms Report Abuse Prict page Remove Access | Powered by Google Sites

——

Done

i start




Knowledge Bases

2 What is a Knowledge Base?

o Difference between a knowledge base and a
database?

o Knowledge Bases and Wikis

o Structured and unstructured Knowledge Bases
o Why use a Knowledge Base?

2 How & When to use a Knowledge Base

o Examples

o References & links
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Knowledge management
From Wikipedia, the free encyclopedia B
(Redirected from Knowledge Management)
K ledg g t (KM) comprises a range of strategies and practices used in an organisation to identify, create, represent, distribute, and enable adoption of insights and
experiences. Such insights and experiences comprise knowledge, either embodied in individuals ar embedded in organisational processes or practice.
An established discipline since 1991 (see Monaka 1991), KM includes courses taught in the fields of business administration, information systems, management, and library and
infarmation sciences (Alavi & Leidner 1999). More recently, other fields have started contributing to KM research; these include information and media, computer science, public health,
and public policy.
Many large companies and non-profit organisations have resources dedicated to internal KM efforts, often as a part of their business strategy’, ‘information technology', or hurman resource
management’ departments (Addicott, McGivern & Ferlie 2008). Several consulting companies also exist that provide strategy and advice regarding KM to these organisations.
KM efforts typically focus on organisational objectives such as improved perdformance, competitive advantage, innovation, the sharing of lessons learned, integration and continuous
improvement of the organisation. KM efforts overlap with organisational leaming, and may be distinguished from that by a greater focus on the management of knowledge as a strategic
asset and a focus on encouraging the sharing of knowledge. KM efforts can help individuals and groups to share valuable organisational insights, to reduce redundant wark, to avoid
reirwenting the wheel per se, to reduce training time for new ermployees, to retain intellectual capital as employees turnover in an organisation, and to adapt to changing ervironrments and
markets (McAdam & MeCreedy 2000) (Thompson & YWalsham 2004).
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13. APO Knowledge

Assessment Tool




APO Knowledge Assessment Tool

« Itis atool designed to help organizations conduct an initial
and rapid assessment of its readiness for KM.

e The APO KM Assessment Tool is based on the APO KM
Framework.
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APO Knowledge Assessment Tool

 There are seven audit categories in the APO KM
Assessment Tool based on the key elements of the
Framework:

1. KM Leadership

Process

People

Technology

Knowledge Processes

Learning and Innovation

KM Outcomes
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SME's. I am ane of the co-authors and the book was a collaborative effort from KM practitioners in London, Tokyao, ¥ 2009 {20}
Singapare and Taiwan, » Decerrber (2)

The book is published by the Asian Productivity Organization, in Tokyo, and they describe the book below,

¥ Movember (2)

Knowledge Management for SME's - free
ABOUT THE BOOK ebook
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Knowledge management (KM} has generated considerable interest over K rowladae M
. : . ge M.,
the years. Mumerous books and articles have been written on the subject,
and many conferences on KM have been convened,
» September {2)

In our attempt to understand how KM may enhance and promote productivity, the AP0 has also organized three
international conferences and several study meetings, seminars, workshops, training courses, study missions, and
research on KM practices in member countries. Through these endeavors, we noted that while KM is well
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entrenched and practiced among large organizations, this is not the case in the vast majority of small and medium 1
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Cur own research indicated that SMEs are far behind in terms of KM implementation in most member countries and » February (2)

that KM is either poorly understood or understood differently by SMEs. Our experience also suggests that while it is

easy to talk about KM, it is not necessarily easy to practice it. This in a sense is compounded by the fact that > January {6)

there is no ane “right” way to implement KM, Likewise, there exists very little literature on KM implementation at the

SMF level w2005 (40} b
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What 1s a Blog?

A blog is a very simple 'journal style' website that contains a list of
entries. The entries are typically short articles, or stories, often relating
to current events, and potentially containing photographs, videos and
audio recordings, as well as text.

The content of a blog may be created by a single author, or, in the case
of some of the more popular blogs, a whole collection of writers.

Although any web site could call itself a blog, there are several features
that are generally found in blogs. These are:

o The content is essentially linear. Stories, and items, are added to a
growing list, and readers can scroll through the list to see how the
author(s) thoughts have developed.

o The blog has a focus. This is interpreted very liberally - people's
blogs wander across a whole range of topics.

o The blog usually has a mechanism through which readers can
comment on items.

o The blog publishes an electronig index that allows people to
automatically be aware when'semething new has been added. 7979



Why use this tool?

Blogging offers at least three distinct benefits:

1)  The software used to host blog sites is usually very
easy to use. This means that people can create
simple websites In just a few minutes.

2y The process of writing blog entries is one of the
easiest ways of engaging in knowledge capture, and
sharing.

3)  The simplicity of the blog sites, coupled with the
ability for readers to be automatically notified of new
entries, makes the process of knowledge distribution
very simple.

In essence, blogs offer an easy way for individuals,
teams, and entire organisations, to-capture-and-publish

information about specificitopics. And, to make this 4 80
iNformatinn avvailahla aritomaticallyy to ac wide an



How to use

Decide who you are writing for, and what tone you wish
to adopt. For instance, do you wish to be very formal, or
more informal? It is well worth reading a number of blogs
to see the range of ways in which people communicate.

Decide what topic(s) your blog will cover.
Agree who will write entries.

Decide how you wish to promote your blog. One of the
simplest ways is to start adding relevant comments on
other people's blogs, with links back to your own articles.

Create the blog. If you are in a larger organisation, you
may wish to discuss the options with your IT department.

Create your first entries.

Keep going. Blogs are all about the ongoing creation of
useful content.

8181



When to use ... (and when not)

Blogging is a useful and appropriate tool for
communicating with a wider audience. They have also
been used as personal journals, without any intended
audience beyond the author.

Over time, the contents of a blog can build up to become
a very useful, searchable knowledgebase.

A blog should not be used for information that needs to
be revised frequently. A Wiki is a more appropriate tool
for that problem.

8282



Example

"here are, quite literally, millions of blogs.

Ty looking at some of the entries listed in All
Tops to get an idea of a different range of blogs
that are popular.
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What 1s Social networking?

A social network is a group of people who share a
common area of interest.

Social network services are online systems that
support social networking. The core services they
offer usually include:

o Finding people who have similar interests or
needs

o Aggregating people into groups, or subgroups,
and being able to communicate with those
groups

o Sharing content such-as documents, links to
relevant websites, or even streaming video

3636



Why use this tool?

Social networks can be very powerful knowledge
sharing tools. A well targeted network can
provide its members with access to highly
relevant knowledge, connections and advice.

In a business setting, the knowledge sharing
allows companies to have a much closer
relationship with customers, and potential
customers.

Internet-based social networking has opened up
a totally new way of managing customer
relationships.

8787



How to use

Steps for getting involved in a social network would therefore look like this:
o ldentify the topics you wish to network on.

o Search the major social networks to see if there are any existing
groups. We recommend exploring Facebook and LinkedIn as good
starting points. If you want to use social networking as part of your
strategy to service your customers more effectively, you are likely to both
join relevant existing networks, and to start a new one specifically
dedicated to your business.

o Join a network, and read through some of the previous discussions, in
order to understand the tone and level. Many social network sites have
different discussion areas depending upon, for example, people's level of
expertise.

o Once you feel comfortable in a network, join in the discussions, and start to
make connections.

o If you want to start your own network, because your specific areas of
Interest are not being well covered, it is often easiest to simply propose the
new network within the discussion areas of your existing network. If
enough people share your interest, It Is usually very simple to create a new
space. (Y 488
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http://www.linkedin.com/

When to use ... (and when not)

Social networks offer cheap and effective tools for
knowledge sharing. If knowledge is important to your
organisation, there is almost certainly a network that you
should be part of.

In addition, the networks offer new ways to build deeper
relationships with current and future customers.

However, social networks, by their very nature, are
designed to encourage discussion. If customers like your
products, they will talk about them, and if they don't, they
will probably shout about them. Many companies have
been shocked at the strength of feeling that can be
generated through social networking sites.
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Example

The Ecadamy was one of the earliest
soclal networks dedicated to business and
business relationships.

The network provides a useful example of

what can be achieved through professional
networks.
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What 1s 1t?

In very simple terms, the internet is now capable of sending
both audio and video signals between computers, using
nothing more than a broadband connection, and some low
cost equipment such as a webcam, and a headset. This
capability is often referred to as VOIP. You can read more
about it in this Wikipedia article.

The adoption of broadband has lead to the creation of a
number of companies that offer various VOIP services. In
general, they all offer, instant messaging, voice
transmission, and many of them provide video calls as
well.

The cost of the service varies from company to company.
However,almost all of the providers offer free computer-to-

computer audio, and manyfithem provide free one-to-one, s
vviden calle


http://www.google.com/url?q=http://en.wikipedia.org/wiki/Voice_over_Internet_Protocol&sa=D&sntz=1&usg=AFrqEzcv9YmkudMkNQk7EM34IjD-2ezrMg

Why use this tool?

VOIP offers a free, or very low cost, means of
calling people anywhere in the world - provided
that they have a suitable internet connection.

When combined with video calling, the service
offers a significantly richer form of
communication.

The addition of screen sharing allows people to
deliver presentations, and e-learning, at very low
cost, and with surprisingly high levels of
Interaction.

9494



How to use

Select the service you wish to use. Skype is probably the most
popular provider, and is available on many different operating
systems and devices. It is certainly possible to be subscribed
to several different services, at the same time.

Make sure that your computer is suitable. Typically, this
means having a webcam and a pair of

headphones. Webcams that support 640 by 480 pictures
provide significantly better image quality, and are
recommended.

Register with your selected service(s). This is normally no
more than a few minutes work.

Download and install the software.
Make a test call.

Publicise your new service tesyour colleagues. o
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When to use ... (and when not)

Given the cost advantages of VOIP, combined with the benefits of video calling,
the key question should probably be "when wouldn't one use VOIP"? There are
several times when it would make sense to use an existing telephone, or video

conferencing, system.

1)

2)

3)

4)

5)

Legality — there are a number of countries in the world that are currently
protecting the existing -- government-owned -- telephone provider. In those
countries, it may be illegal to use VOIPs.

Call quality — in general the quality of calls via the Internet is at least as
good as those via the traditional telephone system, and often significantly
better. However, quality varies over time.

Video quality — VOIP video quality can also vary over time. So, if the quality
of the image is important to you, for instance if you're giving a presentation
to a large audience, you may choose to use one of the dedicated
videoconferencing systems that can guarantee image quality -- for a price!

Firewalls — your organisation may use firewalls to limit the access of
software both into and out of your organisation. It is therefore possible that
the VOIP software may not work at all.

Mobility — in general, VOIP is asgeciated with computers. If you are
choosing to travel without a computer, or, you don't have Internet access,

vt wanll mAanAdA +A FAll Ihanl,y Arm HthA fraditiAanal ftAlARIhANRA A 7IAA
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Links

= The following organisations represent a subset of
companies who offer VOIP services:

a Skype
d ooVoo
a Apple
a Google
a Yahoo

2
%4
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What 1s 1t?

Almost everyone who has used the world wide
web will, at some point, have used a search
engine.

However, very few users take advantage of the
advanced search tools that are offered by most
of the search engines.

Understanding these tools can result in a

significant improvement in the gquality of search
results.
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Why use these tools?

Getting the right information can be a hit or
miss affair.

Knowing how to use the search tools, to
narrow down the options, is an important skill
for any knowledge worker.

10401



How to use

The advanced commands will differ between the search engines.
However, the basic principles are common. For simplicity, we are
using Google to demonstrate the main tools that we recommend:

1) To search for the exact phrase, put the text in double quotes. For
example, "Association of South East Asian Nations" will only find
documents with that exact phrase.

2y To limit your search to a specific web site, use the word site:. For
example to search for GDP figures within the ASEAN site, you
would enter GDP site:aseansec.org

3) To exclude certain words from a search, put a minus sign in front
of the word. For example, if you want to search for Lotus, but not
lotus cars, you would enter lotus —cars.

2y You can search for phrases that contain some words you are not
worried about, by replacing them with the * symbol. The * will
then match any word. For example, a search for How to * a car
will produce information on‘how to drive, wash, sell, make or 302
donate a car.



When to use ... (and when not)
Advanced search tools are powerful, and easy to
use.

You should consider using them |If:

o You are having difficulty finding the information
you are looking for

0 You want to make sure that you are retrieving
as complete a set of data as possible

10803
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Knowledge Clusters

What are Knowledge Clusters?

Why use Knowledge Clusters?

How to develop a Knowledge Clusters
Examples

105



19. Taxonomy




19. Taxonomy

« Ataxonomy is a technique that provides the structure to

organize information, documents, and libraries in a
consistent way.

|t assists people to navigate, store and retrieve needed data
and information across the organization in an efficient way.
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Example of a Taxonomy

Dimension \Y,
(Level 1)
Description of
Dimension
Level 2

Knowledge
Management
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Knowledge Caté’s

What is a Knowledge Cafe?
Why use Knowledge Cafe’s?

How to use Knowledge Café'’s
Examples
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Six Highly Recommended KM Tools and
Techniques

Knowledge Worker Competency Plan
Knowledge Mapping

Knowledge Portal

KM Maturity Model

Video Sharing

Mentor / Mentee Scheme
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21. Knowledge Worker
Competency Plan




Knowledge Worker Competency Plan

What is a Knowledge Competency Plan?
Why develop Knowledge Competencies ?
How to develop Knowledge Competencies
Examples
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22. Knowledge Mapping




Knowledge Mapping

What i1s a Knowledge Map?
Why develop Knowledge Maps ?
Examples
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23. Knowledge Portal




Knowledge Portal

What is a Knowledge Portal?
Why develop Knowledge Portals ?
Examples
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24. KM Maturity Model




KM Maturity Model

What is a KM Maturity Model?
Why develop KM Maturity Models ?
Examples
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Video Sharing

What Is Video Sharing?
Why Video Share ?
Examples
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26. Mentor / Mentee
Scheme




Mentor / Mentee Scheme

What i1s a Mentor / Mentee Scheme?
Why conduct a Mentor / Mentee Scheme ?
Examples
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