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Snapshot[(lQuick(llearning)

Thel objectivel ofl the paperlis[tolillustrate al working! [ protocol,l composed of somelmixed,
cascaded( ] and[] linked[] workpaths[] or[] phases, [ utilizing[] different[ | techniques, ] tools[] and
methodologies, [inlorder(to [promote widespread/collective awareness of[extrinsiclorlintrinsic
knowledge assets value.

Thelmethodologies[presented[are[based onlcollaborativeland sharedidentification ¢riterialofla
knowledge valuelindicators’ [System, for(their/Subsequentmeasuring,[¢valuating/and ‘monitoring
overtime. In/this'sensethe valuelof knowledge for al¢company or organization(is(a relative,
evolutionaryl and[ semilstable onel and may’ depend[ mainly[ on[the[partl ofl thel organization
involved/in/these/topical/decisions/(Sveiby, 2006): top management, [eéxperts/and/or[professionals
who eéach/haveltheirlown[perception/of’how [tomeasure knowledge((e.g. fevenue, profit,[quality,
culture, [Organizationallalignment, etc.).

The knowledge valuelindicators (KVI)lidentified make!it possible(to measure periodically/the
exchangeloflexperiences and knowledgethat(take(place withinlalcompany[(Petrucciani,[1990)
and(to[consider(at/the Ssame[time [their [trend/situation0ver time [to foster mainly:

e knowledge/creation, iitilization, [feuseland [theirlddjustments(andalignments for/a/company’s
benefitland(tolincreaselits value;

e directlorganizationallinitiatives(to [facilitate[knowledgeléxchangelon/theljob;

o thelcreationloficommunities/ofipractices/(CoP)land working/groups((Dalkir,[2005), dlsolon(a
semilpermanent basis, based(on/critical knowledge(sharing;

e organizationalland/cultural/alignment;
e educationland/traininglinitiatives.

One of'the [problemsyou thayléncounter when starting[a KM [(knowledge hanagement) [project(is
tolachievelagreement about/the(specific/objectives oflsuchlalstudy. Therelis no [simple[solution tb
thislissueldueto [theexistence ofla multiplicity[oflpossibilities that you can/rangefrom, [and[to [the
roles’andlattitudes/behaviourladopted [by[different [$ponsors, protagonists'and[playerswithin[a
team.[ Some instruments areloutlined below[which may! facilitatethe project workpath, onlthe
grounds(ofid consensual(and/co ¢reated roadmap, developed step by !step, in[whichicontinuous
insights(by [participantsare focussed on“what[KM [processes thay/imply for[the[dompany’ [and on
‘how[some knowledgeindicatorsmay(belexplained and utilized for@n(organization’s benefit .

Keywords: [ colc¢reation[ Jroadmap,[]consensus techniques, [ relevant[knowledge /mapping,
knowledge assetvalorization, mew knowledge building, (KM [and balanced [scorecard
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Context[((Where&[What)

Thelgenerallcontextlin[which[youl¢anluselthis[protocol, using[specificlmethodologies/andfools
outlined, [ telates[tol somelcompany/organization! goals/to producelrapidlyland[soundlylal¢lear
vision/0fl:]

1) whichlisthelrelevant/core knowledge;

2) how!tolreachlalshared[andl consensual knowledgel assetl measurement’ scale, based[on
importance, [significance orvalue forthe specific(0rganizational context;

3) whichlaretheways(ofiéstablishing[specific [KVIito/dollectland easurelover time;
4) howltotrack knowledgelexchange trends/and mew knowledge/creation/building.

Typicallsituations, [éncounteredseverallfimes and [with different [ ¢lients, [prompted[ine(to try to
answer, [ from[ al KM [ consulting[ perspective, [ the  following[issues and[ questions, workingl on
approximations/and the [continuous improvement (0fltentative methods. Theselinclude:

e issuelquestion(1:(thelévaluationoflknowledgelvaluelis(initiallynot clear(and/orneeds to (be
stated [precisely, [at(leastlin[ferms[oflbenefits/deriving[fromlits measurement (e.g.[impacton
budget[ or[balance sheets, [ costs, revenues, [ investments[ [extrinsiclvalue], [its impact on
culture/motivationoflThuman(resources, [as well[as[its[impact onorganizational [éffectiveness
[intrinsicvalue], [gtc.);

e issuelquestion(2:[thelabsence/scarcityof flexible and hybrid(project workpaths(necessary(fo
reachlmore rapidly(an/awareness(oflknowledge valuelinld[company(or(organization, basedon
coldreation/and(consensus;

e issuelquestion(3:[thelscarcitylof methodologicallsolutions[whichlarelablelto permitsimple
maintenance oflthelsystem, withlalpossibility (0 flintroducing[variousScalablelapproaches/(e.g.
measurement/(scales, [fankings(reviews, outputlinterpretation, [€tc.) to[énsurethewider[solidity
of'thelprotocol,évensafeguarding mecessary/adaptability.

While youlcanisetoolsand techniques/separately/tolteacha degree[of ¢onsensusiaboutanyof
the(Tgoals previouslyoutlined [, [withtimes(and ways[to [be(dgreed iipon, the complete fourphase
joint(protocol for an ICT ¢client case, [illustrated(in/the "Makelit Happen’sectionlasted ‘about
fourmonths (for(allthe (KM [project/and[produced/different [Sessions(and [timeframes. The number
oflpeoplelinvolvedlin(the project/feamland/¢ommittedfoproducingexpected results Wwere15720
(mainlylofl organizationalltechnical (units [T1$w[applications and[ customer!service[ professional
community).

Theselimethodologies and [instruments(arelalso [applicable, [¢ither [jointly or[sSeparately, [inlevery
sociallor [profit/non[profitlorganizationallénvironments [in[whichlexplicit [or tacit[knowledge [exist,
within[humans[or[otherlassets,[and [ Where[there[is a heedto better iinderstand (mechanisms/to
identify, [ create, maintainfand hurture knowledge[valuelindicators (KVI). Inlthis[senselthe
number [0flparticipants [inthe[situation may varyfrom(3 4 to[15[30, depending/on[the complexity
and finall@im(oflthe [projectandthe required [Consensus(about(theissue.

Preparationl(ThelChecklist)

Typicallbackgroundlinformation for[the use oflthe tools maylbelvarious companyknowledge
databases!((e.g.[company values,[companylobjectives, core competencies, [skilllinventory, Service



Hands-On Knowledge Co-Creation and Sharing: Practical Methods and Techniques

levellJagreement[ [SLA], drivers[Ifor[ldevelopment[ strategies, lquality[ lindicators, production
measures, financial/economiclindicators, [gtc.).

Thel participantslinthe[project  must preparelthel setl or[subsets[ of! thelitems[that[heedtolbe
investigated/and analyzed/in[various/phases. Thelorganization oflthese datalandinformation!is
very!dritical (for(thelsuccess 0f KM [project(aslis(the selection(ofithe knowledgelitems ! in which
theproject/team/ortopmanagement wantsto (be engaged. The[commitment to [produceand share
alfinallvisionlor[telative importance ofl company/ knowledge  valuelis essential, and[ must[be
applied/within/thespecificlcontext.

In(thel¢aseloflthe ICT ¢clientlillustrated later in[this[paper, [the[preparation ofl material (by[the
projectl team[ essentiallyamounted[ tol al series! ofl dedicated[ meetings and somel backloffice
preparations (beforehandwhichwere assigned [toteammembers/andlinvolved:

o thelselectionl of! eligiblel companyl experts/facilitators, [ either[ becausel of! their[ importance
within[ the[] organizational,[J or[Jtechnicall] competencies[] and[] in[depth[] knowledge[ of
organization’s functioning, [from(bothlinternalandits institutional(c¢lients’ [perspectives. [ The
objectivel ofl thel selection/ process was[tolidentify[ correctlylthe best/and mostlsignificant
knowledgelindicators whichhavelaldirect impacton/generable value by their honitoring(over
timel(e.g.[productivity[ gains, service quality[improvements,[¢osts[$avings[linked[to [larger
companyknowhow!diffusion’dand[circulation, [System[maintenancelefficiency, cheapnessof
collection[and monitoring, [etc.) (lone meeting with fop hanagement);

e thelselectionloflbasiclindicators/tegardingproduction processes, quality[Systems/and[quality
servicellevels, by type, [(bylidentifying/the main[¢ritical success[ factors (two meetings of12
hours, [in[team).

Toolkit[{ThelEssentials)

Inlthis[section/therelis[d[summaryland briefldescription(oflthelsignificance, [Scopeland[necessary
human/(interaction/for(three(oflthe(five[tools/techniques hitilized in[the four phase protocolfor(the
identificationof knowledge(valuelindicators (KVI), whilethe remaining/fwo [dredescribedlin
terms(of’their[significancelonly.

critical success( factors (CSF) - Theselare usefullindicatorsand datalfor(top management,
initiallylintroduced by Rockart[(1979), folevaluate which[activities[0fl an organization mustbe
monitored and (which(c¢haracteristics/performance must (be [freached foleénsure tobust/¢competition
on[themarket[(key[business activities). CSF are[Veryluisefulltolidentify, (hormally byl senior
expert[panels(or(directors, Whichlarelthecriticallissues [that[dn organization/deals Wwith[and Wants
tol tracklover[ time. Al typical (CSF[sessionl may!take al couplel ofl intensivelhours with open
discussionlinlalmeeting[toom, Wwith[whiteboard [and[flip ¢harts, Supported (by[personallinsights
prepared [beforehand [J[Groups[oriexperts may tange[from/4[to[10lindividuals. Larger numbers
require’allaptoplfor collectingland [keeping alscoreloflindividual pointslofl view[(see Tablel1,
forward).

pairedcomparison [+ This techniquelmakes/[itpossibletocompareldandassess(in[pairs/elements
oflalsquare matrix/that/has/samelélements(on[x[dnd[ylaxesand [dnemptyldiagonal [(David, 1988,
ArmstronglandMurlis,[1991). Paired ¢omparison isnormallytilized [for[¢larifying[priorities
and[thelrelative importance oflalsamplelorl¢complete(set fo belinvestigated[(e.g. toles, Values,
competencies, know how, etc.).[Anyeéxpert maywork Onlalpersonallseparate(sheet to[inhvestigate
whichlitem/(is (more significant[than/another using asquare ‘matrix. [Altypical(paired [comparison
session, compiled[¢lectronically, may(takeupto[1530minutes, depending[on(thelitemsto[be
compared. Managers, professionals[or éxpertsmay[fange, linlaverage, from(2fo[30lindividuals.

201
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This[ techniquel requires[ al laptop with[a precompiled worksheet” with! ‘complement to[ 2
formulae’ [((see(Table 2, [forward, [instructions/atthe bBottom).

collaboration matrix/=This/¢oncerns’a company(organizationallunits/or(officessquare[matrix
through(the[identification[oflinformation, knowledge [and[¢onsulting tequests[and typical ‘offers
between(various units/offices, about/different/issues. Collaboration matrix isnormallyutilized
for[ clarifying, [Within[ company[ organizational units, [ fwho [ éxchanges[What[With[Who’ [(others
units), [and makes/it[possibleto [frack [felevant knowledge demand[supply(orleéxchange. Altypical
compilation! ifor( thisimatrix[ requires 13[4 hours[lofl individual‘work[ byl each[ head/person
responsible( forthel organizational ‘unit, to[ producelat[thelend[al comprehensivelorganizational
mapl(normally(thiscompilation(is[done[by PClor laptop[with[¢lectronicsheets)[(see[ Table[5,
forward, [instructionsat/the bottom).

Whilefor CSF and paired (comparison youmayse!different(co(creation facilities, [€itherpaper
orelectroniclones((e.g. @xpert/panels, €lectroniclexpert panels isingWwikis [or (€ mail, mormallopen
spacelor/small foomsWwith[useloflflip (charts[or[post!it, etc.), the collaboration matrix tequires
anlin[depth[ knowledge[ of! the organizational  structure[ anddetailed[ information_about[all
organizational (uinits inder [investigation(minimum/at(first(and[secondlayers) and[needs[tobe
filledout by paper(and[pencillorwith[specific[pre[prepared (worksheets, [(with[dontributions [from
consultants(and alllinternal(managers|(that know(éxactly f'whichunits[utilizes[which other [units’
for[specificicollaborative0rganizational purposes, from/aknowledgedemandSupply perspective
(e.g.Uinternal [ procedures, [ lexchange [ Jofl Ipractice/know [how, Jinternal[ technical [Jor[Jmutual
assistance,[&tc.).

KPITkey performancelindicators - Thislis(a setl0flquantifiable measuresforlalcompanylor(a
sector, [uitilizedto[ gaugeand[ comparestrategic and/or operational performance[(variable, both
within[ the company[ and[ the[industrialsector)(utilized[ also[ to[ measure company![ critical
processesperformance).

balanced(scorecard 4 framework/andmethodologyintroduced(last/decade(Kaplanland Norton,
1992,01996)[to represent company! result areasandtol link [strategic companyl objectives[to
operationallones, following[ some[ predefined! classification‘and/or perspectives (economical
financial, [customers, [internal (business [processes, learning(and [growth)

Making(it[Happen[(The[Approach[&[the[Action)

Thel overall approachloutlined[ below! for[ the[ ICT [ client[ caselis[ basically fanopenl source
methodology’ landladoptsa’specificlprotocol,lin[four/phases[(Petrucciani,[2006). The toolslare
describedlin[this[sectionand arelalsoldescribed/ from altechnical perspectivelin[the[* Toolkit’
section. [Tangibleland measurablelobjectives ofithe four [phasesare summarized.

Deployment/and timing of thefour/phase/joint/protocol
First phase|(knowledge recognition)

The firstlobjective wastolextract relevant knowledgelitems/in[collaboration with[peopleinvolved
in[¢reating, [using[and[exchanging!specific knowledge. Solthelaim[Wwas to[select/tapidlysome
factors(indicators! that[would havelmadelit[ possible/ tol imeasure( *knowledgel value”[ for the
company, (both fromleéconomic, professionalland(specialised perspectives.

Thelactivities[of this[part oflthe project involved [anlinternallsurvey(tolidentify[which critical
success| factors (CSF) (Rockart,[1979) should[bel considered[that[havelaldirectlimpactlon
company!services towards(dore[clients [focussing[specificallylon[both(the ¢ompanyperformance
profilelandlinternal/external (know how ¢irculation(as *principal [drivers[forlinvestigation”. [ The
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methodologylutilized[fo [identify[thesel ¢riticall factors, [ subsequentlyfransformed inknowledge
valuelindicators,(is'the balanced Scorecard (BS)(Kaplanland Norton, 1996).

Somelof the[principal knowledge!l criticall factors (KCF) werelidentified[in this partoflthe
survey [(theloverallprojectteam/amounted(toinitially49 (knowledgeitems, [subsequentlyreduced
tol 19 knowledge! criticall factors, ofl Which, 8 [Wwere[ finally[ selected( (forl company! value and
impact),las(welllas[qualitysystem[indicators[oflthe [company[(certification TSO[UNIEN[9001:
2002, productive processes)and 4 balanced[scorecard perspectivesiwereapplied andlinclude:

e cconomicfinanciall perspective: company! value! generation'linked[to[innovativel contracts
content (with éxisting[¢lients(and[to [traditional/innovative contractswithnew [clients[(where
innovativecontracts/content[stands/for mew(or ore efficient [technologicallsolutionsoffered)

e customer! perspective: [ applications! effectiveness! [defectiveness[ 0fl swl applications[under
guarantee ornot];[dverageldelay/oflinterventionfor maintenance [0flsw applications/tunning;
no. oflsuccessfullsolutions ¥s[¢ustomer[¢laims[inbound/¢alls(tofirst levellcall[¢enter; no. of
internalusersserved by company knowledge base

e internall/business( processes’ [ perspective: [ ltime[ to[Jmarket[I[speed[lto[ release new[Isw
products/applications];tools forswIqualitymeasurement

e learningland/ growth[perspective:[quantityl ofl existing[technicalldocumentationlon tunning
applications; overall activel participativel level lofl Ithel specialised[ forum[ (underintranet);
amount[ ofl investments[in[ specificl education/training[ seminars[ which["have[the aim[ of
increasingspecialised and/technologiesmethodologies knowledge

Alpreliminary measurement! systemland[periodicall timeframes [ erel thenlidentified [ for each
factorlindicator((Table(1).

Facilities/and human/interaction: ' The(first'phaselinvolved dbout/three ‘meetings(0f13 [4 hours to
produce,using CSF[ technique, alshared and[ colc¢reatedl vision ofl relevant company! core
knowledge, mamed temporarily by(the[team[knowledge ¢ritical factors [(KCF). Facilitation[was
supported [bylaroomforbrainstorming and flipcharts.

Second\phasel(knowledgelranking)

Thelsecond(ojectivewas(to [rank knowledge items(dlong/a shared(scalelor(tetrics in(dway(that
thereWwill begeneral/agreed [consensus (on'the finalfanking.

Inlthis[phaselthel projectlteam[ produced[alsysteml to! validate, [ evaluatel and[ graduatel (rank)
selected KCF by means [0f “democratic(sharingmechanisms’,[0n/the basis/0fl“paired [comparison
methodology’[(David,[ 1988, Armstrong/and Murlis,[1991)[that[makes[it[possible/to vote[the
relativelinternalimportanceamong/them.

Thelteamlinvestigated(alsosome key!¢riterialto(facilitate(thetaskofl¢ollectingland[measuring
theselindicators/over(time, using/Tthesame[“paired [¢comparison’ [methodologypresented (before.
Solthe[projectteam produced evaluationsand tankings. Individual(paired [¢comparison[(Table[2)
and[thetwolfinalltemplates[(Table[3, Table[4) arelillustrated below[as[Wwell as[teport[otes! ]
graduations! individually and collectively[ produced [ by[ fivelinternal experts.[ Instructions! for
compiling[thelsheet[are[outlinedat[thebottom oflTable 2. Thelsheet useslinternal formulaelfor
‘complementing(to (2’ thediagonal (bottomleft(part ofl the matrix, following individuall¢choices
on'theldiagonalupper [tight part.
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Table 1 =Firstiselection of Knowledgecritical factors (KCF)

FIRST SELECTION OF KNOWLEDGE CRITICAL FACTORS (KCF)

Balanced Scorecard perspectives | Sw production and assistance Measurement unit Periodicity
Internal business processes time to market speedto release new products no. Diclapsealworinglaavsbiodues dilinetion yearly
points (team wark)
. no. of sw corrective interventions on sw applications
Internal business processes v guality . quarterly
installed on central systems
Sw application effectiveness Measurement unit
defectiveness under guarantee errosfunction points quarterly
defectiveness not under guarantee erros/function points quarterly
average delay of intervention on sw applications time () quarterly
installed on central systems
Documentation system Measurement unit
no. of unique "users" that consult documentation
overall audience served monthly
systemn
Internal business processes authors/publishers audience gss.ttgfrﬁﬂlque users" that publish into documentation maonthly
Internal business processes quantity of produced documentation oL ie] archlv_ed N e S maonthly
documentation system
) quality/quantity of thematic archives produced and | [no. of new thematic folders introduced into
Internal business processes ; ) manthly
theirincrement in time documentation system
Learning and growth quality'quantity of individual consultation needs et} them_anc iEaflene add_ressed e monthly
documentation engine {(clustering)
Forum Measurement unit
Learning and growth active overall participative level no. of messages andfor active users monthly
. participative level to overall growth of forum o
L d growth
earning and gro knowledge (FAQ) no. of significative FAQ (extracted by Forum) maonthly
. collaborative level/dynamic growth of specialistic no. of active/stablefpermanent communities of
Learning and growth maonthly
knowledge exchange professional (CoP) ) (experts)
Education Measurement unit
L erintg o) s qualitative (thematic) and total gain of compary no. of seminars andfor no. of total educationitraining monthly
specialistic knowledge investment days andfor no. of total participants
Communication/information Measurement unit
no. of meetings/presentations of internalfexternal
Learning and growth general explicit collaboration experts [tacit knowledge transfer), organized maonthly
monthly
Learning and growth explicit collaboration about defined issues WL present@_tlo_nsfmonth\y regarding monthly
actualinew projectsfinitiatives
Intranet Measurement unit
general interest to intranet contents no. of total average users linked to intranst dailky monthly
interest rate to intranst thematic contents no. Qidaily average EEcesSe oS ol monthly
internal web sites
e
internal kKW customer satisfaction Sef?d'”g _and e of_rephes e quarterly
satisfaction guestionnaire)
Table 2 ZIndividualpaired comparison - Selected KCF
INDIVIDUAL PAIRED COMPARISON - KNOWLEDGE CRITICAL FACTORS
ASSESSOR: EXPERT 5
DATE: 24 OCTOBER 2003
INDIV.
SELECTED KNOWLEDGE CRITICAL FACTORS (KCF) TOTAL = RANK
KCF 1: Time to market: speed to release products X 2 1 1 2 1 1 8
KCF 2: Tools for measuring sw quality X 0 0 1 2 1 2 8
KCF 3: Application effectiveness 0 X 2 2 2 2 1 11
KCF 4: Audience served by company knowledge base 0 X 2 1 1 2 [+]
KCF §: Quantity of technical documentation preduced (increment in %) 0 0 X 2 0 0 4 7
KCF &: Overall active participation level to Company Forum 0 0 0 0 X 1 0 2 8
KCF 7: Qualitative (content-thematic) and overall (costs-ecor ic-days) ir ti it increase in sp ti 0 X 2 8
methodological and managerial knowledge
KCF 8: Interest rate to intranet thematic content 0 0 0 4 6 6

Votes for filling the sheet:
Reading from left to right.

If the indicator X {in row) is more impertant than the indicator ¥ {in column) then vote 2
If the indicator X {in row) is less important than the indicator ¥ {in column) then vote 0
If the indicator X {in row) is equally important than the indicator ¥ {in column) then vote 1
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Table3=Collective/colcreated [pairedcomparison = Selected KCF

COLLECTIVE - CO-CREATED FINAL RANKING - KCF
DATE: 24 OCTOBER 2003

MNote {*): Expert 5 voted as in Table 2

i
—

SELECTED KNOWLEDGE CRITICAL FACTORS (KCF) TOTAL Cg;LN?‘B.
KCF 1: Time to market: speed to release products 1 10 12 8 45

KCF 2: Tools for measuring sw quality 11 g 8 8 40

KCF 3: Application effectiveness 11 8 14 7 11 51

KCF 4: Audience served by company knowledge base 3 8 11 4 9 35

KCF 5: Quantity of technical documentation produced {increment in %) 1 5 11 4 4 25 7
KCF 6: Overall active participation level to Company Forum 4 5 2 4 2 17 8
KrCF T:"Q‘li-lca":naetli;:e EctI:n:.entl-ta:edm:::!ﬂszg;\Lir:‘::”ic;gs:s-economic-days) investment increase in 10 5 5 8 8 16

KCF 8: Interest rate to intranet thematic content 5 3 5 9 6 31 6

56 56 56 56 56 280 280

Table4=+Collective/col¢reated paired comparison = Kkey|¢riteria for measuring KCF

COLLECTIVE - CO-CREATED FINAL RAANKING - KEY-CRITERIA FOR MMEASURING KCF
DATE: 24 OCTOBER 2003
COLLAB.

Key-Criteria for measuring KCF TOTAL  RANK
Criterion 1 = Measurement simplicity (calculation complexity) 141 0 8 (10 7 39
Criterion 2 = Comprehension simplicity (clarity) 8 9 8 10 8 43
Criterion 3 = Social acceptability (at company level) 0 9 10, 0 {14 | 33 7
Criterion 4 = Measurableness over time (duration, permanence, stability) 6 (14 9 110 7 46
Criterion 5 = Company strategicity (value added or value creation) 16 1121 7 9 13| 57
Criterion 6 = Comparability (with other diverse indicators) 9 4 (10} 8 7 38 6
Criterion 7 = General validity (improvements/worsening evaluation easiness) 3 1010 5 2 30 8
Criterion 8 = Re-usability over time (as well for building up new indicators) 7 8 2 10 ¢ 3 30 8
Criterion 9 = Easiness to collect information/data 9 6 8 1011 | 44

72 72 72 72 72 360 360

A collaboration matrix[ was[ developed![ parallelly to[ highlight and[ track[ relevant[ internal
demand/offer[ processes, orthe most importantlinteractions' betweenl more! ¢critical knowledge
intensive[ organizationalunits.[ Thiswas[ done[ ‘asking[ tthe[ headsofl 112[ relevant[ technical
organizational units what [ knowledge[ was[tequired[ and[ by whichl ofl thel other! 39 interested
organizational ] units, | producing[ | in[] this[ | way[ ] allsimplified[ ] knowledge[ | demandsupply
organizational "matrix.[ In[other[ words, which[ technical offices ‘werel involved in[Jinternal
specialised knowledge/consultancydemands/requests[(customers)and[offers [ (suppliers), based
onlwork[needs. This(fask was[done first by[paper((e.g. tecording[and filing[ofle[mail tequests),

andsubsequentlybylelectroniclautomation((Table(5).
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Table52[Co

llaboration matrix/(filled)

Collaboration Matrix

| Technology & Know-How Area -

Company organization

lSystems, Networks and Data Processin4|

Competencies Centers

Company Organizational Units (OU)
- Clients Area (internal demand)
and
- Technology & Know-how Area

Technical assistance - OU 1
Technical hw-sw activation - OU 2
Innovation and Architectures - OU 3
Systems & Networks - QU 4

Data processing-management - OU 5
Logical security - QU6

Data warehouse - QU7

Work flow and documentation - OU 11

Quality and standard - QU §
Sw engineering - OU 9
Telematics - OU 10

Web technelogies- OU 12

collaboration for external customers

Market 1

Market 2

Clients Area - Company organization

Market 3
Organization Units (intemal demand)

Support|

ou

Logistics and application activation - OU 13
Sw application 1 -0U 14

Operation planning - OU 15

Sw application 2 - OU 16

Sw application 3 - QU 17

Sw application 4 - OU 18

Sw application 5 -0U 19

Office application - OU 20

Sw applications assistance - OU 21
Sw application 6 - OU 22

Sw application 7 - QU 23

Logistics and application activation -
Operation planning - OU 25

Sw application 8 - OU 26

Sw application 9 - QU 27

ouU 24

Sw applications assistance - OU 28
ou29

-0U 30

ou

ou 32

ou3s3

Logistics and application activation -
Sw application 15 - OU 35

Operation planning - OU 36

Sw application 10 -
Sw application 11
Sw application 12 -
Sw application 13 -
Sw application 14 -
ou 34

Service center - QU 37
New and special projects - OU 38
External partherships - OU 39

core internal technical collaboration

Technology & Know-How Area
Systems, Netw...

Competencies ...

Technical assistance - OU 1
Technical hw-sw activation - OU 2
Innovation and Architectures - OU 3
Systems & Netwerks - OU 4

Data processing-management - OU §
Logical security - QU B

AN

A\ -\\\\\\\\\\\\
- \\\\\\\\\\\\\\ N\
N DA
AN DA
-

/

Data warehouse - QU7

Quality and standard - QU 8

Sw engineering - OU 9

Telematics - OU 10

Work flow and decumentation - OU 11
Web technelogies- OU 12

Mote:

Legend: OU= Organizational Unit

Indicate, at crossreads, with a shading, Clients Area Organizational Units (OU) serving institutional clients, that require {internal demand)
skills, competencies and specialistic know-how from Technology & Know-How Area Organizational Units (OU) {internal suppliers).

AT A
ERENEE X\
A HHNHHIHMIMIea

\\\\\\\\\\\\

-
o
|
. .
.

N\

N\
N\ N\
2\
==

/

N\
AN
\\

C L] N\
-

Follow also other subsequent detailed format for the specific issue-items required

The light green zone represents demand-supply processesfactivities for institutional clients (i.e when Clients Area QU re«uire specific
competenciesfskills from Technology & Know-How Area QU)

The light azure zone represents demand-supply processesfactivities within Technology & Know-How Area QU
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Facilities/andhuman[interaction:[ The second[phase(tequired[3[weeksland was[divided[in[two
meetings[0f12 (hours(folshare(and(selectimeasurement Scales/and selection/criterialfor[(knowledge
critical factors[ (implicit and[ explicitl knowledge[ value), and[ four[ meetings[ ofl B4 [ hours to
produce, ising paired(comparison,individualland(collectiverankings and[priorities to [fine[tfune
and[make a(final(selectionlofl factorslindicators, whichwere(later [fransformed[into knowledge
valuelindicators (KVI).[The[12[imatrixes! tequired( for[ the collaboration matrix, working
individuallyandlasynchronously[with[sheets, [ tequired[a/weekland[producedalcomprehensive
collective map (oflinternal knowledge demand supply.

fve
custorme’ n@uw

Objective 1

Findandevaluate KM
indicators fomeasure

Objective 2

Findandevaluate KM
indicators fomeasure

internal/externalusers
usability(utilization,
benefits)

services performance for
institutionaliclients

Objective(4 Objective(3

Findlandlevaluate KM
indicatorsfo/measure access,
diffusion, shareland(re use of

existinglknowledgelinicore
processes/ofithelorganization

Findlandievaluate ' KM
indicatorstoimeasure
acquisition, formalizationand
exchangerate/ofinew
strategicicompany knowledge

ﬂﬁﬁn@@ WMWWWM

Template(1 = Initial objectives of company BS KM performance management(system

Third phase(knowledge \performance'indicators setting)

Aslsoon(as(the(first[two[phases(werelcompleted thelprojecttapidly[addressed thelidentification
oflamorelanalytical/series[oflindicators, which[were opportunely(linked to[company/production
processes, and [adelit [possible[fomeasure periodically [(both[éxperiences/knowledgeeéxchange,
and[progressive know [how[capitalization by means 0fldatalbase feeding (Petrucciani,[1986)and
otherlinternal e€xpertSystems [@ppropriately [prepared [(Petrucciani, [1988).

During thisphase the[projectmainlyfollowed atypical [performance management (methodology,
oriented [toidentify KPI/(key performancelindicators)(Kaydos,[1999).

Thelclient, with(the support(ofla/consultancy(firm, Specialized [in'this Sector, builtupSome basic
assumptions[ and[targetl tepresentation templates showing[ the logical framework [ ofl thel final
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phases(ofitheproject. Thewholelsetting[ofthe work [putlin[placelis/described(laterin'this paper,
linking[the4 balanced scorecard[ (BS) perspectives, knowledge management (KM)[and
performance management/[assumptions/and/initiallobjectives/(Template(1).

Starting from/the Wholeldesignlillustrated, [the(project team(carried [out/anlanalytical knowledge
mapping infollowing weekswhichlsubsequentlyproduced severallanalysesconcerning:

e existing/necessaryl knowledge typologies/maps tolsustain[$pecificl corel¢corporate processes
(e.g.linstitutional clients [contract/satisfaction, 0verall[services satisfaction, [€tc.)

e existing/necessaryltools/instruments/calculations/to measure thelincreaselinknowledge!((e.g.
ratio, [data, [surveys, statistics, trends, [étc.)

e tentativel initiall standard[targets, expressed as[ specific[ funitsl ofl imeasurement’ [ for[ each
indicator, mapping themlalllonlexisting  corel corporate productivelbusiness/ processes and
taking[into laccount/generallinternal procedures 0 fIK M [governance [processes.

Facilities/and human [interaction: [The third[phaseénvisagedalmorelintensiveand[different type
of'teamworking. Indeed(in/Tthis [part,[which(lasted [about [0ne honthland(ahalf, ‘themainactivities
involved separateanalyses oflthelimpactlofl anyknowledge![ factorslindicators/from[économic!
financiallperspectives!for[the ¢company![extrinsic[value]. In thispart[oflthe[project thelclient
utilized alspecialized[performance management!consulting[firm(to support!itinlidentifyingand
setting, [ through[ previous! experience, morel usefull indicators( for[ the specificl situation.[ The
projectlinvolved[ carryingloutl al simplified[ analysislofl core company![processes, Whichlwere
represented [in[terms [0flthe most(significant KPI[Tkey performancelindicators(tobe measured,
which[were expressed, [as[¢can[belseen, alsolfrom[the[4 balanced[scorecard perspectives and
werelater [transformed(in knowledge valuelindicators (KVI).This last[part/required 6 meetings
of' 4 hours, [ Withlintensel collaborativel interaction With! project/ team/ members/to[select! best
knowledge valuelindicators (KVI)for the¢companyland[deploy(them[with[different hypothesis
for(collection/and[calculation.

Fourth\phase|(knowledge value'indicatorstracking)

ThelfourthlobjectiveWwas!(fo [(producela practical [dashboard(to[track [change(e.g.[improvements,
increases, [decreases, trends, [étc.) in[these knowledge[Vvaluelindicators[ (K'VI)[over[time[within
organizationalunits(and theirconstituents utilizing them.

Thelprojectteam/rationalized[ thel overall tesultsattained during[ previous weeks and months
throughlthe:

1. finallidentificationlofl objectives/for[balanced[scorecardperformance management[$ystems
formeasuring/companyknowledge value;

2. analytical[build[uploflarchitecture ofl company knowledge[ value  system and[scope. The
structure[ofl thelarchitecture represents threelorganizational observations/dimensions/ of
company /knowledge( value[Isystem: overall lcompany, | corel production[ 'business
processes, tools(and systems;

3. model/framework foricompanyknowledgevaluelindicators, segmented(in3 Hayerdevels: first
levelldashboard (6 items), second levellsynthetic[ (18 items) and[third[levelldetailed[ (40
items).

4. finallfinetuning of the executive dashboard andlother[two [levels [ KVI, for[their[eévaluation
and monitoring[over time;

setting[ofladatalmodel (for[subsequent(recoverylandcalculation);
6. procedures/foricollectinglandprocessing|statistical [datalrelative(to €achlindicator;
7. settingland/creationloflcalculationlalgorithms/for(eachlindicator.
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The following pages outlinelthe Tast/steps/ofithe [project, mamely, [Point1.,with/anléxplanationof
finallobjectives oflthe [company[performance knowledge valuelassumptions(Template[2), point
3.,/with/anleéxplanation'of'normalizedand Wweighed [sums[(Template(3), @andlan/eéxampleofid [third
levelldetailed/indicator forthe overalllcompanydimensions[(Template(4),and, finally for [point
4., thellllustration ofl thel executivel dashboard[ overview[ (Template[5)land  thel complete
illustration of onelthel 6 indicators ofltheleéxecutive dashboard, telated to tools and[systems
(Template[6), lincludingthe/dascading(of'first, secondlandthird levellindicators.

Inlthe(last[ Template[6, the[mumbers includedin green and ted [boxeslindicate[complements to
100% [ (deltal %) in[ the[event[ ofl not[achieving[ (red)[ or[achieving/overlachieving/(green)
established targets, [@slresult/0flcalculation(formulafor/eachrelativeindicator.

Facilities[and (human (interaction: [Thefourth/phasetequired 3 [weeks [and[6 meetings[to [produce
alllnecessary/calculationsfor(any(specific KVI.[Twolmeetings(0fl4 hours wereheld Tto [produce
and [ fine[ tunelthel executivel dashboard for[ monitoring[selected [ KVI andlintroducel anlinitial
procedurelto [collectinternal[dompany(data.

Thelknowledge valuelindicators/measurementlactivities! started(in[the ¢company[during/winter
2004.[ During[ that[ period! thel project/ team helped!tol find[initiall standards[to measurel and
comparelover[preléstablished periodical timeframes.[In this[waylanysubsequent/measurement
served[ tol monitor[ improvement/worsening in" any[ KVI[ (whichever[ dimension) and[ to[take
necessary|correctivelactions, lincluding(the(calculationformulae.

Subsequently, lin[spring 2004, lthe knowledge [thanagement [project [feam[produced/aSurveybased
onlalperceptive questionnaire about(thelstate[ofl the art[0fl KM [in the ¢ompany, in[which[the
participants made clear [pointsabout/the improvement(ofithe KM measurement/system/designed.

| perspective repective
m@mﬂ@lﬁﬂm@m@ﬂ@ pe customer P® P
Finallobjective 1 Finallobjective 2
“Improve [¢apability to (s atis fy[ins titutional(c¢lients “Make knowledge hisable”
1 ”»
and perform betterservices O Verifylinternal/external usersisatisfaction
O Safeguard/andienhance!(clientrelationships O Proposelandimproveorganizational
O Improve(clientienvironmentknowledge solutionsfor(userifriendliness'andeasiness
O Createlvalueforiclients (knowledgebase, information support
o Improve costleffective utilization of systems, .education, training,/competencies
instrumental’and Thumanresources centers, web channels,.g.tc,..)
O Supporticlients/inistrategic technology O Encourage’KMtools utilization
choices
Finallobjective 4 Finallobjective (3
“Manage [the knowledge ife cycle” “Create new/processes [to énhanceexis ting
M 1 ”»
O Generateinewknowledge knowledgeldiffusionandéxchange
O Accumulateexistingland newknowledge O Evaluate degree of knowledgediffusion
O Rationalize, formalize andistandardize o Improvelorganizationalsolutions for
knowledge knowledgeaccessanddiffusion
O Selectiandidevelopcritical knowledge forithe O Monitoriknowledge disposability toiimprove
company its'sharingland.exchange
O Destroy/eliminate old, redundant or'obsolete O Monitorlknowledgeaccess frequency/to
knowledge evaluate internal practices tolre uselor(re!|
invent
ve
Jrowh pe erspect perspect
jearning and gro P internal business processes

Template(2 = Finallobjectives of companyBS KM [Performance Management/system
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Forllany oflithe(!3 dimensions:[/1)
overall_lcompany, 2) core production
business [/ processes, !3)tools ['and
ins truments, the structure of
knowledge ['value [indicators (KVI) is
articulatedin3levels.

At[the ‘bottom/[there [are[detailed KVI,
linked with operative facts.

Atlthe (middle devellthere [are s ynthetic
KV], linked with managerial
facts/actions, obtained(as (normalized
weighed sum/of KM detailed ones.

Atlthetop(level thereis [the ‘executive
dashboard, ] linked! with[! company
strategyland [ policies, lobtainedlas
normalized ] weighed ) sum(! ofl] KVI
synthetic (ones.

The Cweightlof eachlindicator (in[%)
express | degreell ofl! importance,
following [land Uinternal Jsurveywith
company! Directors,[| finalized[l to
identify | priorities (| for knowledge
value.

Overallwere defined/in/the (project:

o 6 indicatorsl] ofl] firstll level
(executive dashboard)

o 18KVIofsecondleveli(s ynthetic)

o 40 KVIofithird Ievel(detailed)

3 DIMENSIONS[EORKNOWLEDGEVALUE INDICATORSI{KVI)

Tools/and
nstruments

Overall Core
company

production
business
processes

Top
Ma t
fagemen irstilevel -
executive
dashboard
Dlrecto%condkvel —&ynthe\ \ \
Technical Third level — detailed
Managers

KVI

Template3 = Model/framework/of (knowledge(value indicators ((KVI)

Finallobjective(2 [
“Make knowledge usable”

Overall
company

CUStomer Firsflevel —
perspective daéhbodyd

Executive/dashboard — FIRSTLEVEL
“Make knowledgelusable = atiCompanyilevel”

Sgcondilevel
synthetic

Thirdlevel

third levelllldetaile d

detailed

Synthetic KVI

—SECOND LEVEL
3.2 Degreeloflencouraging/KMtools utilization

5/days/year)

INDICATORTITLE/NAME # FORMULA
3.2.2 KMaccessibility degree((1)

Width oflintersectionsubset:
employees/allowed tolanyspecific
KMdriver(withiaminlofleducation:

INDICATORDESCRIPTION/ANDRATIONALE

Thislindicatorexpresses(thepercentage of_.companyemployees
whichlis[Jallowed [ ‘complete“access[ toJalll *KM[drivers”[in[the
company[(education, documentationsystem,Cinternet,intranet,
extranet, forum, pressireview)vstotallemployees.

totallcompanyemployees

X10N . . TR
b | Increaselin(thislindicatoristays(forlallarger accessibility(to[KM

toolswithinlcompanyemployees..

elementaryidata organizational zoom feeding/source survey/periodicity

NUMERATOR ¢ allicompany * HRidata * halfiyearly
¢ employees feQiSte’e.d. ¢ firstilayerdepartments * internet,lintranet, extranet

allowed to'any(specific users|list

service (KM(driver) with(a . d tati "

minimum of(5/days [of nentaton SySIom

educationiin thelyear userslist
DENOMINATOR * employees activities
¢ allicompanyemployees sheets

* pressireviewusers|list

Template4 - Model/framework/of (knowledge(value indicators((KVI)
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EXECUTIVEIDASHBOARDIOVERVIEW =6[KMiIndicators = FIRSTILEVEL

level

Thirdllevel [
detailed

OVERALLICOMPANY COREPRODUCTION TOOLS [AND(S YS TEMS
BUSINESS PROCESSES

OBS ERVATIONS/DIMENS IONS

“Improvelcapability to satisfy 1.(lmprovelcapability to
institutional clients'and perform fulfil company mission'and
betterservices” relativelcoherences

2.[Make knowledge usable 3.[Make knowledge usable
—latilCompanyilevel —laticorelproduction
businessiprocesses/level

“Make knowledgelusable”

“Create'new processesto 4. Evaluatelorganizational
enhancelexisting knowledge leversiandsolutions|to

5 B 9 et 9 support KM diffusionland
diffusion’and'exchange e

6. Generate,laccumulate

{ “Managethe knowledge!life 5./Generate, accumulate andidevelopknowledge =
cycle” and develop' knowledge~ aticorelproduction
atiCompanylevel business processesilevel

Template(5 = Executive/dashboard for company KVIi(overview)

TOOLS AND SYSTEMS DIMENSION - KNOWLEDGE VALUE INDICATORS (KVD
=
2
= L] - -
- Create new processes to enhance existing knowledge
— - - "
s diffusion and exchange
i
—=
n code K¥I TITLE/NAME nc"::"EvE TARGET A
s g
= 9 i i i
Se 4 Evaluate organlzatlor_lal Ie:vers and solutions to support s | =0
o KM diffusion and re-use
woe J
.....
8 vEfHT code K¥I TITLEINAME nc"::"EvE TARGET A vE';?HT code K¥I TITLE/NAME nc"::"EvE TARGET A
)
o
e Diffusion of company Diffusion of internan
E 25% 2 documentation system 3% 3% 25% i education and training 75% 7%
o
=
% -1 Diffusion of Diffusion of et ]
= o usion of company @ @ o usion of competencies @ @
= % 26% 4.2 intranet orn 27% 24% 28% 4.4 s A B3% B3%
=
vEEHT code K¥1 TITLE/NAME AC"::"EVE TARGET .1 UEEHT code K¥I TITLE/NAME AC"::',EVE TARGET &
Public publizhing of new Average intense
15% 411 documents (into 0% 30% AQ% 4.31 |educationtraining (minimum of 7B% 80% Ob
documerntation system) 5 dhaysiyear)
FURNC puBNsEhng of neww
documents vs all Average educationtraining
20% il documents (in 75% 75% B0% 833 daysivear for employes 75% 75%
dnrimentatinn svatemn
Degree of utiization of C;ﬂf‘p":ﬁf@;g Eié?j'lii
30% e companyS:;ZL:ematlon 40% "% 50% Sl centers organizational units by 40% 50% L
AEFENe Of doCUmeris um@‘éﬁ%%@”&n TeET
dovvnloaded by competencies certers
o 6% (S documentation system iKlets Kl 0% (R organizational units for e G
(=same_denartment in=tittinnal clise
E FErage of GoCUmETis
- dovvnloaded by
2 10% Sl documertation system 50% B0%
= [ditferent depsrment
=
e Degres of utilization of
E 55% el company intranset system 40% "%
2
= AVErage pages
E 45% 4 2.2 |downloaded from company | 10% 10%
g intranct systems

Template(6 = Executive/dashboard for company KVIi(overview)
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Results&[Next(Steps(TheFollow[lUp)

Thelprojectlhighlighted(that the KVI selected are flexible, evolutionaryland open(toldynamic

adaptation, [ following[technological and[swlapplicationldevelopment implemented by the [ 1CT

company.[ | Thelproject[]cascading[lworkpath[]adopted[was,[]ex[ante, | preldetermined and

dynamically(re oriented, Within/the [professionalicommunitylinvolved, by means ofiperiodicalre
assessing [oflintermediate results.

Thelfour(phaseljoint protocolproduceddifferent land useful “f'withinwalls”[@awareness/about:

e wherel primaryland| corel knowledgelislcreated, linked[tol products/services offered(to
institutional/clients

e whichlrelativevalue/canbelassociated with/different knowledgelitems

o waysloflidentifying(specificlindicators(and/critical [¢riterialto (measure knowledgelitems
overltime

e practicalltools/todiscover(anyiseful [characteristicdssociated with knowledgelitems

¢ linking(the performance/management of'the[company/toknowledge management/issues
andlindicators

e cstablishing/alsetoflknowledgeperformancelindicators linkedto [doreprocesses

e wayslofland(fechnologies for(¢ollecting[datalassociatedfolthese knowledge [performance
indicators

¢ buildingpractical dashboard[to honitor frendsand(tracking fortheselindicators

o usefulfollowuplinitiatives/tofacilitate[(knowledge[exchange/shareon/the job[(education,
culture, [possiblereward, [etc.)

Theltypelofiresults/that/can belachievedbylthesetoolsandmethodologieslinclude:

a) theldegreelofl¢consensuslabout Swhichl¢ritical (knowledgelis[presentlin/theenvironmentlor
organization’

b) thellevellJofl soundness[(either[ profit/non profit, social, [individual, [etc.) ofl knowledge
measurement(scaleladopted

c) thelevellofldepthlinlidentifyingknowledge valuelindicators[(KVI)and[their(typologies((e.g.
morelJeconomic performancel loriented [ [ profit/non[profit] [vs[Jmore[Jorganizational/social
oriented [[individual/personalior(collective])

d) thellevel of simplicityin["designing[ the  final[ dashboard[ ofl relevant knowledgel value
indicators[(KVI)to monitor/aver [time

e) thellevelloflcommitmentlin(studying(trends/inknowledgeléxchange, c¢reation and teluse, fo
produce(better(organizational(or context/eéffectiveness
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ReallCases((Aslit(RhasHappened)

Case(1=Iarge ICT [public/company

Theloverall[protocoland[specific[workpath’adoptedlin thispaper(werelapplied inlalarge 1CT
publicldompanylinvolvedlin/supporting (Government/agenciestohandle/and managelalarge [hass
oflpublicldatal(sw[productionland technical/assistancelservices,[including[¢contact centers and
web(facilities). [Theprimary mission(ofithe[company/is(to[create/dnd [implement Swthanagement
applicationsmainly[basedlonlmainframeslandlon/clustersloflservers/ (more thanlonethousand)
and[PCs, [ With[both ¢entral'andlocalldatalprocessing/andon(line[systems, in order[to [meet Tits
ownldustomers/tequests/and/requirements, [asWwelllds[providingassistance and [customer[service
(contact centers, web! channels, knowledge[ base,[etc.) tolallargel mass[ ofl users utilizing[its
applications. Thel¢ompany employsiabout[ 1600 peoplelin/Various[functions, andthe technical
stafflareabout[1200. Thelproject, [entitled KM [Indicators”, [started duringSummer(2003, [and
was[launchedand [(promoted by the Managing Director to [investigateand [better understand: [7a)
how much, [itslown [professionals, “fknow”, fknow (how (to [do [things” [and *how [much knowledge
and[how [ many! solutions[ arel shared”[ to[ facilitate either[ productivel internall efficiency and
capitalizationoflexperienceslacquired on[thelfield, and[b) how[to[set and[orientatelinternal
collaboration/themes[onéxchange, [ feeding anddiffusionloflinternal (knowhow, both(technical
and @pplicationloriented, [to [foster internal igrowth(and [support/ihstitutionalclients.

Shortly[beforelthis[project, alpreliminary[surveywas[carried[out, based onlinterviews andla
questionnaire, .¢commissioned [by[top management, aimed[atlinvestigating[the(statelof the art[of
KMUin[thel company, and[assessing[thel diffusionlofl alreadylimplemented[internal tools[(i.e,
intranet, [ technical websites, [ forums,[ experts. map, competencies’ centres,[ etc.) tol enablelthe
disseminationland(circulation/oflspecialised [dompany know how. Thelprocessing 0 fldataland the
finallreportwith/highlights(lasted (0one monthland(ahalf.

Activities begunlimmediatelyafter to [determine what(the(companyneeded forthe startiuplofia
KVIistudy,daimed atlidentifying ways(ofimeasuringandlevaluating[the[company’s [apability(of:

¢ identifying[the(critical knowledge presentlinlits/tech[population, with[teferenceto[some(core
specialised[Isectors ] (application[Isw,[ Isystem[]and[telecommunicationssw,[/datalbase
management, [@pplications and [technical assistance [for [customers, etc.)

e rendering(lexplicitthecritical tacit knowledgepresent within/company [professionals

o facilitating[ and[ optimizing[ internall collaboration and[ knowledge[ exchange, [ feeding[ and
diffusionlabout!technical andl applicationloriented [ matters between[ various  professionals,
mainly(to fosterlinternal growth(and [Services(toinstitutional(clients

¢ producinglaimoreléfficient knowledgelasset/governancelprocess,inltermsoficapitalization(of
acquired(experiencesland relative Solutions/eéngineering

Thelscopeloflthe [¢companylproject, driven forward [during[autumn[2003—winter[2004, [also[had
thelaim[oflimproving theéfficiency ofléxisting knowledge[governance [processes((development,
formalisation,[sharing,[te[uise)[to[¢capitalize[experiences acquiredon(thelfield with[¢clients and
users/(Petrucciani, 2005).

Aldetailed[workpathlwas[putlin‘place[tolidentify [KVIland[fine[tune subsequent imeasurement
instruments/(Template(7), whichlincluded:
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10.

anlinternall survey![tolidentify( criticall success/ factors (CSF)[that havel direct impactl on
services/performances(provided by the [company!(tolits/¢ustomers, subsequently(transformed
inllindicatorsloflcompanyknowledge value

thel translationJand [attributionJof! these[ factors[ to 14 Balanced /Scorecard[ perspectives
(economic/financial, [dustomer,internal business [processes, learning [and [growth)

anlinternal(survey tolidentify key/criterialfor ¢ollecting[and (measuring dver(time knowledge
indicatorsfactors

therankingof'therelative importance o flknowledgelindicators(factors
the rankinglofirelative importance 0flkey!(criteria, to measurethem/over [time

thel creation[ ofl attributes/characteristics[ for[ every knowledge[indicator factor[ linked[ to
relevant organizational units knowledge demand(supply

thelsetting up [0fimap: [company [business processes phases/oflcéreation, formalization, [sharing
and [re(use/oflknowledgecreated within/the[company

theltecognition of companylkeyknowledge[ables] (or[core competencies)!linked[tol each
business/process

thelstructuredidentification ofl analytical(knowledge performancelindicators(linked [onlone
handto(typicallcompanyknowledgedssociated (with[eachbusinessprocess, dnd, 0on/the other
tolrelative(dbjectivesloflsame processes, o measure theirvalue

thelcreationloflfop managementdashboard related tolselected [companyknowledge [dssets, for
monitoring[JandJassessing[ knowledgeindicators[periodically,[Jas[Jin[Jallstock[Jexchange
oscillation, mainly(to [presentthe [dompany’s[valueland imagelin/anlinnovative way.

attributioniof
factorsitoi4
balanced

analytical
indicatorsiof KM
scorecard performance

perspectives

identification of
critical'success
factors(CSF)

KMitop
management
dashboard

identificationiof
key(criteria'to
measure KM
indicators

company
processes’key

knowledge(core
competencies)

graduation/of (KM
factors’)

indicators

importance

map oficompany
processesil]
phasesof KM

process

Objectives Results

graduationiof
measurement
key'criteria
importance

attributesof(KM
factors’
indicators

Template 7= Workpathfor ICT client case
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Other(cases = independent cascaded (workpaths(or(the/separate(use oftoolsand techniques

Youléanlwork [Wwith(separatetools[and[techniquesfo [producelalslighter [or deeperunderstanding
oflknowledge valuelin/a/company or/organization. In/this 'way[you can/choosetofollow[different
workpaths, [also[ heuristically, depending[ on[ specificl company![ priorities and thiswill work
rapidlyorreflectively [for(thetask. In/these cases youwill ise an“open approach’ Wwith(different
toolsfor[different/aims/and/youlcan(re arrange [subsequentonesdinamically, (0r[stop[on/the way,
dependingon'the [points(or milestones[youwantto achievelor(you aresatisfied with.

analytical
indicatorsof
knowledge
performance
(With KPI)

------

identification of
knowledge

critical factors

(KCF)(with CSF)

map oficompany
KVI(with
balanced

scorecard)

. --------
relevant
knowledge
Objectives exchange/(with Results
collaboration
matrix)
% .’: KVlexecutive v
graduationiof ',¢ dashboard
KCF(with paired e,
comparison) '..‘
Template 8 =+ Independent/dascaded (workpaths
Tips&&[Tricks(ITo[Do)

'Some [practicalltips(areloutlined that/thay be[used[to aintain/the [€nergyofithegroup.

]

]

ensure(strong/commitment(toachievelobjectivesrelated to[giving[significantladded valuelin
sharinglcompanyknowledge assets/(sourcing,feeding, [creating)

establishlalclear/ex anteprojectplanning, [Specifying/that(any(subsequent [@djustments Wwill be
shared/and/co [¢reated inprogressbylteam/members[(democraticlapproach)

fix[precise deadlines tolpresent tesults ofl milestones/and[trackl cumulative progress/ofithe
project, [ fine[ tuning[ subsequently( ithe[ timeframes[ vs[ final[delivery[(forward/backward
approach), Bylteammembers or leader

enable, facilitateand foster [individualpoint ioflviewsabout [the [problem/phase, hainly related
tolpersonal(work [experiences and [competencies, [asa[way ofl ¢contributing[todny innovative
idealregarding/companyknowledgeise/exploitation/(dialogues/interactions)

create[ aljpersonallJand[ team[ tensionabout thel results of’ the knowledge! project(i(e.g.
reward/premium/quality(policies, return/onl¢company valueor[¢ompanylimage, teputation of
product/process/brand, neworganizational Opportunities/roles, €tc.)
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Potholes[(INot[to[Do)

avoidlany excessivel personall leadershiplin[havigating[ the project, it should[remain!the
authors/members property!tilllthelend(except for topmanagement)

do motuse fixedwayslofléexchanginglinfo or(foolsi(e.g.[e[tnaillor knowledge [Hepository), [but
on!thelcontraryl promotel anyl large[ synchronous/(e.g.[meeting,[ expert[panels, front office
collectivelinterviews,  etc.) orlasynchronous/ contributions((e.g.[Vial ¢[mail, Wikis[orlother
electronic(tools)
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