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Special thanks to APQC: Key source of knowledge on
Process, Performance and Knowledge Management
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Intro: Historic Perspective
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Intro: Historic Perspective

'ANCIENT CIVILIZATIONS
OF THE WORLD



NAG IQ Meeting November 2022

Intro: Historic Perspective

||||||

Thales van Milete
+ b24-546 v, Chr.

Van mythologisch naar
rationeel denken
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Knowledge

Context/

Meaning

Information

Understanding /
Skill

Knowledge
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Knowledge is a Strategic Asset:

Understanding and maintaining the logic and capabilities of the organisation in context of its business environment:
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Knowledge management (KM) is the collection of
methods relating to creating, sharing, using and
managing the knowledge and information of an

organization.[1] It refers to a multidisciplinary
approach to achieve organisational objectives by
making the best use of knowledge.[2]

Objectives

Knowledge Management according to Wikipedia

Organisation

Methods
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Knowledge Management: Value Proposition

1. Improve performance (e.g. productivity, efficiency)

2. Innovation (e.g. new capabilities, skills, products, services)

3. Competitive advantage (e.g. business development, career development)

4. Business Continuity/Job security (e.g. capture and retain at-risk knowledge, stay relevant)

5. Culture (e.g. learning, cooperation, visibility, recognition, belonging)
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Knowledge Management: Implementation/Deployment Strategy

Why: The Value Proposition

 |dentify and define your business needs for KM

Why: The Ambition
» Translate identified need in to clear objectives

Creating a Value Path from KM Implementation to End Goal

Access and Use
% of project capturing Critical Knowledge *% of projects delivered on
lessons time

% of projects applying *Increase access to high- *Froject error rate
lessons value knowledge *Customer satisfaction

*Community participation *Improve quality of project
rate deliverables
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Initiate « Focus an ssareness and cpporinity.

APQC’s Levels of KM Matunty™



How: Assess Current State

Align strategic agenda

Evaluate organisation’s history with Knowledge Management (+/-)

Leverage what you have ——
. .. . . . . . . . . ANGAAME RN O mm
What knowledge is critical for the organisation, where is it and in what form and what is missing S
ISyIEsl (] l—anl
SEEAE a i

How: Roadmap

Prioritize identified KM Capability Gaps (Enablers/Processes) in context to objectives

Prioritize identified Knowledge Gaps to critical knowledge

Define Implementation Phases and key attributes per phase

Define and deploy continual Knowledge Management Process supporting continual learning




Go to Insert > Header and Footer to edit this text

Challenges to sustainable KM implementation

Change Management/Organisation Culture e.g.:
* Power of Knowledge affecting conduciveness to knowledge sharing
 Knowledge as competitive advantage in personal career development

+ Knowledge as competitive advantage in obtaining Project/Product Funding
Knowledge as job security policy

KOTTRS
HS LR

Global footprint e.g.:
* Cultural differences
« Language barriers
* Export Compliance

Technology/Information e.g.:
 Infrastructure

« Availability and Suitability of Apps

* Cyber Security

« Keeping Knowledge/Information current

Scale e.qg.:
« Making Knowledge Management Rocket Science
« Getting lost in knowledge
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Tools: Change Management according to Dr. John Kotter
01
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continues to demonstrate This will move the pr Jject

du iF Its value, long after the along
&*—*& ./ SUSTAIN
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Project IS CoOmpie i
AT

MANAGEMENT + LEADERSHIP HEAD + HEART
KOTTER'S
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PROCESS

FORM

A STRATEGIC VISION

GENERATE

K % SHORT-TERM WINS
X K to energize volunteers and
mantain positive mometum
of your project
ACTION

06 by removing barners t¢ Of supporters in order K«
suUCCess These can be create buy-in. Your army

HAVETO + WANT TO SELECT FEW + DIVERSE MANY e b e O i

impactiul communication your organization

that cutlines your mission and
pUrpose 1or the change. ensure
that all stakenolders are

ncluded in your vision of the
future, in relation to the past

ENABLE ENLIST

OUR ARMY

ana the change that is to come



NAG IQ Meeting November 2022 18

The tools in the following slides are examples of the vast amount
that APQC has to offer

About APQC

Your Source for Unbiased Research

COLLECT

APQC (American Productivity & Quality Center) is the world's foremost authority on
benchmarking, best practices, process and performance improvement, and knowledge
management (KM). Founded in 1977 by business leader and innovator Jack Grayson, APQC
provides the information, data, and insights organizations need to work smarter, faster, and with

ANALYZE

greater confidence.

A non-profit organization, we provide independent, unbiased, and validated research and data to
our more than 1,000 organizational members in 45 industries worldwide. Our members have
exclusive access to the world’s largest set of benchmark data, with more than 3,500,000 data

points.

Helping Organizations Work Smarter, Faster, and

Methodologies, frameworks, and with Greater Confidence
counsel based on more than

Join APQC and gain exclusive access to a host of research-based tools and resources to
40 years learn about and implement strategies for process and knowledge management.

of benchmarking and best

practices research.
Watch the Video
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Tools: Value Path

Creating a Value Path from KM Implementation to End Goal

Access and Use

*% of project capturing Critical Knowledge ('% of projects delivered on\
lessons time
*% of projects applying *Increase access to high- *Project error rate
lessons value knowledge *Customer satisfaction
eCommunity participation *Improve quality of project
rate deliverables
Implement KM Wl Accelerate Project

Approaches Delivery
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Tools: KM Maturity Assessment

What is your organization’s aspirations for knowledge?

P Lovel 5 Continuously o
D ) . . . !
+ Knowledge management efforts are aligned with
Level 4 Measured and business.
Optimize adaptive » Focus on leveraging core knowledge assets
Leveraged P across the enterprise.

Knowledge
; \ Level 3 Common processes | Knowledge flow processes are standardized.
» Focus on business requirements and supporting

G UETG P and approaches infrastructure.

Applied
Knowledge . + Initial knowledge approaches are implemented.
\ LUEEEL . » Focus on helping localized knowledge flow and
repeatable practices R
Ad hoc . L 11
Knowledge eve . » Knowledge needs are not recognized.
\ Initiate Growing awareness = Focus on awareness and opportunity.

APQC’s Levels of KM Maturity™ APQC

BE2018 APOC. ALL RIGHTS RESERVED.

20
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Tools: KM Roadmap template

Resource: KM Capability

Phase 1 (Near-Term Phase 2 (Mid-Term Phase 3 (Long-Term
Assessment Tool ( ) ( ) (Long )

KM CAPABILITIES Levels 1 and 2 Level 3 Level 4 and 5

Show Business Value and Impact

Governance

Resources and People

Standard Processes and
Approaches

Measurement

Communication, Training, and
Change Management

IT Tools and Content Management
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Tools: Knowledge Mapping

KNOWLEDGE THE COMPANY NEEDS

AVAILABLE KNOWLEDGE MISSING KNOWLEDGE

EXPLICIT KNOWLEDGE TACIT KNOWLEDGE x x x x

e —
I N
® @ & KNOWLEDGE GAPS

Process based

Manage Relationships
Unserved needs

Share needs
Clarifying questions ‘ Needs/feedback

Understand
products &
services

Customers

1

EMPLOYEES

1

KNOWLEDGE ASSETS

Identified
customers

Messages, tools,
additional info

Interviews/surveys
ﬁ Understand

Relationship customer
Determine

management
Develop

needs
customers support

relationships

Unit
management

Identified

customer
Develop

Generic

22

Request
assistance

Feedback,
information requests

Assistance
requests

|

Manage
admin

team needs
solution
Support proposal Project
. assignments
services (Communication
Strategic directi l
management e
Leadership )
input/direction




