IDEAGROUPPUBLISHING

701 E. Chocolate Avenue, Hershey PA 17033-1117, USA ITB7861
Tel: 717/533-8845; Fax 717/533-8661; URL-http://www.idea-group.com

Chapter 27

Supporting Organizational
Knowledge M anagement with
Agents

Prashant Pai, L.L. Miller, Vasant Honavar and Johnny. Wong
lowaState University, Ames, USA

SreeNilakanta
lowaStateUniversity, Ames, USA

Organizations are looking at ways to manage their information resources.
Both the capture and the use of data created by the organization have come
under scrutiny. Part of the concern comes from their desire to enhance the
business process and part comes from the explosion of data available to any
organization. In this context, the role of committees is being examined both
as consumers and producers of information. The present work is focused on
making the vast amount,of unstructured text more useful to committees. An
agent environment has been designed and implemented.

INTRODUCTION

Knowledgeisrapidly becoming akey organizationa resource and determi-
nant of organizational performance and competitiveness. Consequently, knowl-
edge management isaprocessthat organizationsempl oy toimprove performance.
K nowledge management, however, isbest-described asa concept that explains
how information istransformed into actionable knowledge and made availableto
users. Knowledge management enables businessesto avoid repesting past mis-
takes, to assurethereuse of best practices, and draw on the collective wisdom of
itsempl oyees past and present. Knowledge management thusrelieson gathering,
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organizing, refining, and disseminating information and knowledge. Knowledgeis
often embedded in an organization in theform of experiencesor memory.

Recent devel opmentsin information process ng technol ogies have enhanced
our ahilitiesin building knowledge management systems. Knowledgeisorganized
through searching, filtering, catal oging, andlinkingof infermation collectedfroma
variety of sourcesand media. Informeationisrefinedin multiplewaysand dissemi-
nated to reci pientsasreports, anayses, etc. While many vendors sell products
meeting one or morefeatures ascribed above, thelack of ability to apply many of
these and other rel ated technol ogies to complex knowledge such asthat con-
tained in prior decisions (including the decision making process) and other forms
of organizational knowledgeisaproblem. Inthis paper we present amodel for
organizationa knowledge management and discussthrough the example of com-
mittee memory theintegration of different technologies. We also present the de-
sign and devel opment of the knowl edge management system.

Organizational Memory

Organizational memory hasbeen described to refer to corporate knowledge
that isrepresenting prior experiences and are saved and shared by users. It may
be used to support decision making in multipletask and multiple user environ-
ments. The concept encompassestechnical, functional, and social aspectsof the
work, theworker, and theworkplace (Durstewitz, 1994). Organi zational memory
includes stored records (e.g., corporate manuals, databases, filing systems, etc.)
(Ackerman, 1996) and tacit knowledge (e.g., experience, intuition, beliefs) (Nonaka
and Takeuchi, 1995a, 1995hb). Walsh and Ungson (1991) refer to organizational
memory as stored information from an organization’shistory that.can be brought
to bear on present decisions. By their definition, organizational memory provides
information that reducestransaction costs, contributesto effective and efficient
decision-making, and isabas sfor pawer within organizations. Researchersand
practitionersrecognize organi zational memory asanimportant factor in the suc-
cess of an organization’'soperationsand itsrespons venessto the changesand
challengesof itsenvironment (e.g., Stein, 1995; Chenet. d., 1994; Huber, 1991,
Angus, Patel and Harty, 1998).

I nformation technologies(1 T) contributeto the possibility of automated orga:
nizational knowledge management systemsin two ways, eitherby making re-
corded knowledgeretrievable or by making individualswith knowledge acces-
gble(Ackerman, 1996). An organization’sknowledge, explicitly dispersed through
avariety of retention facilities (e.g:, network servers, distributed databases,
Intranets, etc.) can make the knowledge more accessibleto itsmembers. Stein
and Zwass (1995) suggest that an extensiverecord of processes (“through what
sequenceof events?”), rationde (“why?”), context (“under what circumstances?’),
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