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Chapter VI I

Conclusons

Threeareas(staff, structures, and technol ogy) interact in knowledgemanage-
ment. Knowl edge processesare about thecreation, retention, sharing, identi-
fication, acquisition, utilisation, and measurement of informationandnew ideas,
in order to achieve strategic aims, such as improved competitiveness or
improved performance. Knowledgetypesareabout theability to know-that,
know-who, know-how, know-where, know-why, know-where. Theseareall
key togai ningand retai ning competitiveedgeinthedynamicenvironment of the
new economy. Theshiftin culturehastobefromindividual knowledgeis
individual power’ to " organisationa knowledgeisorganisational power’.

K nowledge management hasbecomemorerelevant asthe nature of western
economieshasshifted from manufacturingto services. Inaservice-oriented
economy, knowledge, rather than physical assets, isat apremium. Companies
engaginginsuccessful knowledge management gainanimportant edgeinthe
market. Organisational knowledgeistoovaluabletobeleft tochanceor adhoc
approaches. If firmsareto gainand retain competitive edge, organisational

This chapter appears in the book, Beyond Knowledge Management, authored by Brian Lehaney, Steve

Clarke, Elayne Coakes and Gillian Jack. Copyright © 2004, |dea Group Inc. Copying or distributing in print
or electronic forms without written permission of Idea Group Inc. is prohibited.



Conclusions 245

knowledge must bemanaged, j ust asany other mgj or asset woul d be managed.
However, for it to succeed, knowledge management should not beviewed as
just “another project” or fad. Itiskey toitssuccessthat knowledge manage-
mentisseen asanimportant aspect of businessstrategy. Knowledgemanage-
mentisneither astrategicobjectivenor agoal, asthereisnoend state. It must
beviewedasanintegral part of organisational culture.

For businessesto succeedinacompetitiveclimate, they havea waysneeded
toget therightinformation, intheright place, andingoodtime. Now they must
alsoturnthatinformationinto new, viableideastoimproveeffectivenessand
efficiency. They must be creative, and they must retain their hard-earned
knowledge. Tenyearsagoitwasdifficulttoobtaininformation, let aloneobtain
information at thedesktop. Today, information overloadisexperienced at the
desktop, andintelligent tool sareneeded to hel p limit thetime spent searching,
filtering, and selecting. If suchtool sarenot avail abl eat reasonablecost, thetime
spent dealing with customers and producing better quality products and
serviceswill decline, and an organi sationwill belesscompetitive.

Thus, technology playsavital rolein knowledge management. Technology
changes what we can do, how we think, and how we work (think of email,
attachments, Internet, Webfolders). However, from abusiness perspective,
the point is not technology, it is technology to achieve an organisational
purpose. Itispeoplewho determine purposes, not technology (which either
assists or constrains). People issues are therefore fundamental, as are
organisational processes. However, an organi sationwithout thetechnol ogy
that peopleneed to undertakeand improve organisational processeswill not
competeeffectively with organi sationsthat do haveit. Many exponentsplace
great emphasis on technological change, and some articles may give the
impressionthat knowledgemanagementissolely about technol ogy. However,
maj or gai nscan bemadeby changing organisational cultureto create, share,
andretain organisational knowledgeby:

* usingexistingtechnology moreeffectively;
e improvingbusinessprocesses,
»  staff development.

Thisbook offersaframework for theintroduction of knowledgemanagement
that isbroader than othersand that i sbased on sound principlesand concepts.
Wewishour readersevery successintheir knowledgemanagementinitiatives.
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