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Chapter 3

Knowledge Mapping: An Essential
Part of Knowledge M anagement

Jay Liebowitz
Universty of Maryland-Batimore County, Maryland

Knowledge management is one of the fastest emerging fields in industry
today. Unfortunately, however, most of the knowledge management
endeavors do not seem to have rigorous and comprehensive knowledge
management methodologies, tools, and techniques. One technigue that.can
greatly aid the knowledge management field can be borrowed from the
concept mapping community, namely the use of knowl edge maps. This chapter
will discuss the role of knowledge mapping for_improving knowledge
management projects, and the specificuse of atool called WisdomBuilder to
aid in the creation of the knowledge maps.

INTRODUCTION

K nowledge management isone of theemerging trendsthat isstrivingto give
organizationsasustai nable competitive edge. Knowledge management isthe pro-
cessof creating va uefrom an organi zation’sintangible assets. Specificaly, it deds
with how best to capture, secure, distribute, coordinate, retrieve, store, and man-
age knowledge assets so that the organi zation can best|everageitsknowledge
(and associated intellectual capital assets)internally and externaly (Liebowitz,
1999, 2000; Liebowitz and Beckman, 1998).

Many organizationsare applying knowledge management methodsand prac-
tices. General Electric Company has GENet, acorporateintranet at GE, which
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providesthe best and worst practicesthroughout GE. Hewlett Packard captures
and leverages HP product knowledge for the Computer Products Organization
dealer channel. The system became known asHP Network News (L otus Notes-
based). Reuters established aninternational case base which servesasaknowl-
edgerepository for their officesworldwide. The Reuter Global Case Base Project
isoneof thefirst projectsto focus on building aknowledge base from expertise
existingin many areasaround theworld. Knowledgeisthendistributed to multiple
Reuter stesworldwidethat need and want thisknowledge. Skandiafed sitsknowl-
edge management (KM) effortsreduced the startup timefor opening acorporate
officein Mexico from 7 yearsto 6 months. Steel case citesan upswing in patent
applicationsandathreefold increasein productivity dueto their KM efforts. Ca
nadian Imperial Bank of Commerce (CIBC) established aL eadership Centreto
providethe organization with systematic practicesfor the generation and renewal
of tacit knowledge and intellectua capital. CIBCismeasuring theflow of knowl-
edgefrom people (new ideas generated and implemented) to structures (new
productsintroduced) to customers (% of incomefrom new revenuestreams). The
list continuesof how organizationsare now tryingto practice knowledge manage-
ment and be competitivein the marketplace.

Animportant element of knowledge management isknowledgereuseand the
development of corporate memories. Knowledge reuse providesfor the capture
and reapplication of knowledge artifacts (episodesin memory, stories, relation-
ships; experiences, rules of thumb, and other forms of knowledge acquired by
individuasor groups). It reliesasmuch onthe use of negative experiences; flawed
reasoning, or wrong answersas on correct results. Much of theknowledgereuse
ispredicated on the construction of knowledge repositories or corporate memo-
ries. Someguidelinesthat have been suggested are: It should beeasy for individua
workersto accessthe knowledgeinthe corporate memory to facilitateindividual
learning from acombination of sources; it should be easy for workersto deter-
minewhich co-workers could have the knowledge needed for aparticular activ-
ity; it should be easy for workersto decide which of the co-workerswould be
interested in alesson learned; it should be easy (and rewarding) for aworker to
submit alesson |earned to the corporate memory; there should be well-defined
criteriafor decidingif somethingisalessonlearned, how it should beformulated,
and whereit should be stored; there should be mechani smsfor keeping the cor-
porate memory consistent; the corporate memory should haveafecility todistrib-
uteanewly asserted piece of knowledge toworkerswho need that knowledge.

Inorder to hel p create these knowl edge repositories and corporate memories,
a“knowledge mapping” should beconducted. According to Wiig (1993), knowl-

edgemapping:
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