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Chapter VI

A Framewor k for
Knowledge
M anagement

6.1 Introduction

Previouschaptershavediscussed theimportance of systemsand knowledge
management. Thisisespecialy important withtheshiftsfromtraditional, highly
structured organisations, to more fluid businesses in areas as diverse as
manufacturing, healthcare, entertainment, and education.

However, it would beidealistic and naiveto assumethat knowledgemanage-
ment can somehow providegainwithout pain. If knowledgemanagementisto
beconsidered seriously thenthe possi ble costsmust berecogni sed. Thesemay
includethefollowing.

»  Suitableserver andclient hardwareand upgradesof staff machines.

e Suitablesystem softwareto support aknowledge management applica-
tion.

*  Knowledgemanagement software.
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e Time

e Traning.

o Staff appointments.

*  Consultancy.

*  Other professional advice—legal, | Ssecurity, financial .

o Staff unrest (e.g., new ways, why shareknowledge, what weknow isbest,
why change?).

* Initial slowdowninactivitieswhilst staff adjust toanew system, with
possibleinitial customer dissatisfaction.

»  Development of incentivessystems.

»  Development of asystem of measuresof achievements.

*  Costsassociated withtheimplementation of rewards(e.g., profit sharing).
e Ongoingdiaogueswithstaff.

»  Thefinancia costsof all of theabove, includingloansandinterest.

Consideringall of theaboveand thetrade-offsagainst, any gainsto bemade
for knowledge management will take time, effort, and commitment. The
investigationa onewill requireashiftinstrategicthinking. It shouldthereforebe
clear that knowledgemanagement doesnot provideaquick fix. Organisations
that are seriousabout competing inthetwenty-first century should consider
KM asalong-term, ongoing strategy, withaninitial implementationtimescale
of betweenthreetofiveyears. Organisationsshoul d beawarethat the80:20
ruleseemsoftento beinterpreted as20%feasibility study and 80% technical
implementation. Thisoftenresultsin“quick fix” failures. An80:20splitinfavour
of finding out what isfit for purpose, what isfeasible, andwhat isdesirable
would placegreater emphasi sonthefinding out stagesandwouldresultinafar
higher successrateof implementation and actual busi nessusage of computer-
based systems.

Oneof themost prominent knowledgemanagement initiativesistheestablish-
ment of sometypeof corporate knowledge baseor memory. Thisnormally
takestheformof aprocessof structuring existing reports, etc., andeliciting
further information such aslessonslearned, and makingthat avail ablee ectroni-
cally. Someestimatessuggest that 80-90% of informationisunstructured and
poorly represented on conventional structured databases. To develop a
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