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Robert J. Mockler
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Thischapter describesthe characteristics and types of strategically focused
knowledge management systems and the key conditions affecting their
development and success. The discussion, which is based around company
examples, focuses on various strategic management uses of these systems.
The knowl edge management processis designed to increase profitability and
competitive advantage in the marketplace.

INTRODUCTION

Narrowly defined, knowledgerefersto practical skillsor expertisegained
from actual experience, asshowninFigure 1. In practice; however, knowledge
management generally refersto the processof identifying and generating, sys-
tematically gathering, organizing and providing accessto, and putting to useany-
thing and everything which might beuseful to know when performing some speci-
fied businessactivity.. The knowledge management processisdesigned toincrease
profitability-and competitive advantagein the marketplace.
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Figure 1: Basic Definition

Knowledge: includesdataand information (organized datawhichisrelevant
and purposeful), and knowing how to apply and usethatinfermation and data.
Theterm*“ledge” meansto put.to work orapply. Theword knowledge, there-
fore, means knowinghow to put to work what we know, and so in popular
usage canin certain dtuationsencompassinformation and data.
Thefollowing isacompositeof variousdefinitionsfound in Webster’sdictio-
nary and inwritingson the subject by avariety of commentators. Asseenfrom
these definitionsor descriptionsof the connotationsof theterms, it isuseful to
digtinguishrigidly among many of theconceptsonly in selectiveclearly circum-
scribed Stuations.

Data: something given or admitted asafact on which aninference may be
based. Simpleobservationsof theworld, which areoften quantified, and easily
structured, captured on machines, and transferred. The number of “baby
boomers’ borninagivenyearisdata

I nfor mation: knowledge derived from reading, observation or instruction, at
times consi stingof unorganized or unrel ated factsor data. Dataendowed with
relevance and purpose, for example, afirm’sbal ance sheet and income state-
ment.

Knowledge: familiarity gained by actua experience, practical skill, or exper-
tise. Theact, or state, of understanding. Valuableinformation arising fromre-
flection, synthesi's, and other cognitive activitiesof the human mind. Itisoften,
but not always, hard to structure, difficult to capture on machines, sometimes
tacit, and hard to transfer.

I ntelligence: information, news, and advice. Brain power or cognitive skills.
IBM usestheterm “Businessintelligence Systems’ to describetheir mixed
integrated knowledge systems.

Technology: applied science, systematically organized knowledge.

Part of thedifficulty indefining“ knowledge’ arisesfromthefact that “inform”
and “know” refer to just about anything, which makesit difficultto foist astrict
definition of “knowledge’ onto theaveragereader.

Asseenfrom Figure 1, whichincludes both commentators’ and W\ebster’s
Dictionary’s (2000) definitions of relevant terms, since the knowledge manage-
ment processinvol veskeeping informed about and getting to know anything use-
ful to doing abusinesstask, the process can encompass data, information, and
knowl edge: Further; the knowledge management process can involveemploying
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