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13-IN-17-GE-WSP-B : Workshop on Knowledge Management for SME Leaders
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Program Officer, Industry Department
Asian Productivity Organization (APO)
2 CPC

Dr.Eugene Yu-Ying Lin
Director, Planning and Training Division

China Productivity Center (CPC)
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Director, KDiAsia Pte Ltd.
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Mr. Jiunn-Shiow Lin
Deputy Director, Knowledge Services Division
Industrial Development Bureau, MOEA

Republic of China
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‘ Basic concepts and benefits of KM Implemarntation to SMEs
‘ The APO KM framework and implementation approach

The importance of IT for KM

‘ Case studies on best practice of KM in SMEs
‘ KM challenges in SMEs
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2.2 \Haw/ashanuintaainnisweussens

> Basic Concepts of KM & Importance and Benefits to SMEs

ys388ilng Mr. Praba Nair
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mqﬂ%‘xmﬁmiusimﬂﬁ'frﬁlﬂ Basic Concepts of KM & Importance and Benefits to SMEs
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®  APO’s KM Definition
N153AN15AING (Knowledge Management-KM) \Jun15Y70u1n19289n1946579 ULt uas
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®  Basic KM Concepts

v’ Two Dimensions of Knowledge

* Knowledge is “Information in Action”
... APQC (American Productivity and Quality Center)

* Knowledge is “Justified True Belief”
... Professor Ikujiro Nonaka (Guru of KM)

Knowledge expressed by Documents and Contents

e RN o0
-~ Explicit oo 2 >~ gfice”
~..Knowledge. -¢2sY ‘% — Kf\-oo’t‘aw
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ot O ° et e O Tacit ;
O e 2 vy avet - Knowledge. -

Knowledge captured mainly through experience
Source: APQC

a o < o A a ' a
£ guszmen TaRadl AnensifEney aoduiunandnuieag ]
L



_ [sr89rumsidinsastasenisiaile WORKSHOP ON KNOWLEDGE MANAGEMENT FOR SME LEADERS |

v SECI Model : Four Modes of K-Creation

Sharing and creating i e
tacit knowledge r culating tac
through direct Tacit knOWIedge knowledge through
experience - e " » x dialogue and reflection
Socialization Externalization calati 2
1. walking around s | / 5. articulating tacit
inside the company I~ e 1 k"OW:que )
2. walking around S ! ! AY o 6. translating tacit
outside the company g ! 1 ©  knowledge
5 A - ! o
3. accumulating tacit g f\ i /_/_ ——
knOWIedge c Nl A g' applying explicit
4. transferring of f 0 B G o knowledge and
tacit knowledge S 6 Vo (o g information
[ ! = a 7. gathering and
Learning and g % integrating explicit
:cquill'ir;g nicw tacit NG . - 5 knowledge
p’:;:. ge in Internalization Combination 8. transferring and
- -~ L diffusing explicit
10. embodying of explicit Explicit knowledge J knowledge
knowledge through action and practice i -
R 2 . : 9. editing explicit
11. Using simulation and experiments
knowledge
© Nonaka, Konno, KIRO
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® KM Benefits to SMEs
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®  Summary
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> APO KM framework ,

ys3881lme Ms. Elena Cruz

TnniszaeAraInIsussanaiata APO KM Framework

V' fladauspnudnizaseanisti KM lihlszansflfluesdng

Major Elements of the Framework

® APO KM Framework

Vision and Mission
q

‘QI b4 o o EA a A
- ’QﬂL?Nmu‘ﬂ'ﬂ\‘iﬂ’]i‘u’]TZ‘LI‘LIﬂ’]iJ“‘]mﬂ’]?ﬂqqugiﬂzﬁ]ﬂ’]?ﬂﬂum

Mission 28984AN3
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- APO KM Framework wiqaantiu 3 seau aAvsia
O Accelerators
O Knowledge Process

O Outcomes

V' AudAte9n1saan1sAang (Knowledge Management-KM) ffuanudiibaaadasing
> d g g

v’ n3dannsanes (Knowledge Management-KM) wuvidinlagne
d g g

v’ msdadinlit SMEs i KM luldsvend 1 %iAnssztamiluasdng

'
A a v

AR LTNAUANN Vision LAY

a a ~ o A a ' a
guszmen Taiadl AnansifEney aoduinunandnuieas  SrAWrl



_ [sr89rumsidinsastasenisiaile WORKSHOP ON KNOWLEDGE MANAGEMENT FOR SME LEADERS |

Accelerators

a a o

- Accelerators {lugsndqadumnaauli KM naluaadnstddenaysoniiaiy

- Accelerators Usynavufag 4 Wiada fail
v Leadership
4 Technology

v People

v Processes

(2
o

- ACCELERATORS |

Processe

Leadership echnology

- 9Eav@sAUad Accelerators 914 4 ¥adia aRUNEIFININ

« Knowledge
users &
generators

« Knowledge
sharing

needs trust

* Driver of KM

« Involvement
& support

« Systematic and
effective
processes
contribute to
orgl outcomes

+ Accelerates
knowledge
process

Knowledge Process

APO KM Process U32naufing 5 11mat A9NIN

Translate
knowledge into
action to add
value

Exchange of
knowledge for
continuous
learning

Identify critical knowledge
and knowledge gaps

=

\

Generate new
knowledge to
address
knowledge gaps

5 &

Collect and
‘ preserve
organizational
: knowledge
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® Qutcomes

v Expected outcomes :
O Individual capability
O Team capability
O Organizational capability
O Societal capability
v Leading to :
O Productivity
O Quality products and services
O Profitability
O Growth

" AsiANEN Moonbake, Inc.

® Moonbake, Inc.

O Scope of Business : Manufacturer of quality, affordable cookie, confectionaries
and snack native delicacies
O Market : Local and export

O Products :

- \ OTAP BISCUIT
i (MANGO, DURIAN,
STRAWBERRY)
iCHOCO DOTS

® Vision / Mission

O Vision
To be a known producer of quality and affordable cookies, confectionaries and
native snack delicacies for the fast moving consumer goods category for local
market

O Mission
1. To delight and satisfy our customers
2. To achieve a strong distribution network in Metro Manila and the rest of

Luzon
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3. To pursue continuous technological innovation and research

4. To be socially responsible
5. To build a mutually beneficial business relationship with our suppliers and
distributors
® Accelerators
O Leadership
- Strong leadership support
O Process
- Good foundation on quality management
O People
- Core competencies for key personnel
O Technology
- Investment in internet connections, PCs and KM Portal

® Knowledge Process

(2
e o a

a1n APO KM Process 5 4umet Moonbake, Inc i luszensignisU s
1. Identify
O Strategic-Knowledge Gap
2. Create
O Critical Knowledge
- Customer knowledge
- Knowledge in production process
- Customer service

- Staff competencies

3. Store

O Database
4. Share

O CoPs
5. Apply

O Product Development
® | earning and Innovation
Moonbake, Inc. liAifiunaite finnsimsdanisdadinlifiansdebuazuiansm
O Share a Knowledge Program
O Building competencies of staff
O Harmonization of TQM program with KM thrust
O

Institutionalization of CoPs
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® Qutcomes

Outcomes 184 Moonbake, Inc. A Rfiunnsdunnssanisnaneg letla.e. 2009
v 28% increase in sale
v 27% increase in productivity
v 0.2% decrease in rejects

v 85% overall customer satisfaction rate

> The APO KM Implementation Approach

usseneilag Ms. Elena Cruz

" JhguszasAraInIsussENEiata The APO KM Implementation Approach LW@’LﬁLﬁmmiGﬂu}
ulszfusieluil
v’ The stages of KM implementation
4 The steps in implementing KM
v How the APO KM implementation approach can guide them in their own organization’s

KM implementation

B APO KM Implementation Approach
APO KM Implementation Approach Usznavldfiag 4 Stages fanin

1. Discover
+ Find out where you are
« Create the business case

2. Design
+ Develop KM strategy
« Identify potential programs
« Design processes
« Formulate an implementation plan

3. Develop
« Formulate the pilot plan
+ ConductAAR

4. Deploy
+ Implement organization-wide plan
« Address KM resistance
+ Develop communication plan
« Undertake on-going evaluation
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®  Stage 1 : Discover
- Find out where you are
** Conduct an organization assessment
v’ APO fvuauuaamssziiivadnsly 7 viada sil

Category 1 — KM Leadership
Category 2 — Processes
Category 3 — People
Category 4 — Technology
Category 5 — Knowledge Processes
Category 6 — Learning and Innovation

Category 7 — KM outcomes

v Levels of KM Readiness

Maturity KM is mainstreamed in the
institution

KM implementation is continuously
evaluated and improved

Refinement

Introduction
(expansion) KM practices in some areas

P Beginning to recognize the need to
Initiation manage knowledge

Not aware of what KM is and its
importance in enhancing
productivity

and competitiveness

Reaction

#* Make the business case for KM

KM Business Case Template

~ NAMEORTITLE OF BUSINESS CASE

Rationale (Triggers — business need; how is this linked to organizational strategy?)

Objectives (What are the expected business results?)

Description of the process or project (What are the scope and coverage; how is it going to be

implemented?)

Knowledge management intervention (How will KM effectively address the business need?)

Critical success factors (What would contribute to the success of the project?)

Cost-benefit analysis (What is the cost of the required resources vs. savings derived from

more efficient and effective processes?)
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®  Stage 2 : Design

£2
o

v’ Sumau Design sTlun1saniiuanu Al
- NUUA KM Strategy
- AUUALNUANTLNNY (individual, team, intra-organization, and inter- organization)

- eenuuunsruaunsRANRUSALuN AR

- NUUA KM Implementation Plan

v KM Strategy & Program Template

KM Strategy & Program Template

KEY STRATEGIC KNOWLEDGE GAP
KM VISION

KM OBJECTIVES

KM STRATEGY

STRATEGY OUTCOME MEASURES

KM PROGRAM / INITIATIVES & PRACTICES

v KM Implementation Plan Template
KM Implementation Plan Template
KM Program

Activities Outputs Timeline Persons Resources

Start End ‘ responsible required

®  Stage 3 : Develop
v dunau Develop tflun1sanuiduanu sl
- NuuA Pilot Plan
- ALHUNNT AAR (After Action Review)

- NUNIU Lessons Learned Wian11um KM Plan
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v Pilot Work Plan — Template

Date Activity Expected Lead Person Resources

Result and Others Needed

Involved

Stage 4: Deploy
v’ dumau Deploy tlun1saniiunis sl
. mem i b .
- maukwuhlfiResneviadeluesdng
- WANIUgLATIATBINTANHIU KM
- AANwHKNNTARANTIUNING W lueIANT

- dsmfiunanisfniiuenuivenisdiudes

v Formulating a Communication Plan —Template

Objective Audience Content Person By

Frequency

Accountable When

a o - o A a ' a
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> Case Studies on KM implementation in Taiwan’s SMEs and Lesson

ys38181lmg Mr. Jiunn-Shiow Lin
[ ]

Promoting KM in Public Sectors

< n 2001, the Executive Yuan promulgated the Promotion Project of Establishing the

Administrative Core Value System. In 2004, it approved three core values: Innovative, Enterprising,
and Professional

EE RS IR
e Three Core Values
tha new, and improve current statis
throush eritical thinking and innovatiys
braakthrough.
z" -"-.___..H.‘ PROFESSIDNAL
~ ENTERPRISING .
Pro-active pursuit of perfommance fm‘ﬂ. Activelearning, broadenhorizons,
| quickly to the nesds of the people Through) pursue axesllanes. Solva problems
| uvperading teamwork and performancs | a.ﬂ.dimp:rweml:evds through
| concepts, demondrate swecutive ability of] enhancing the professional

% the administration, as well asthe anthust

\ knowladge and cors competencies.
*.2nd vitality of the public sarviea
hS

A
__/

— __---""f:r.GPAJ ExecutiveYuan

< Implementation Plan to Promote Core Values for Administrative Authorities
at All Levels
v Purpose : Establish the foundation of public service values for personnel of
administrative authorities, shaping innovation, enterprising, and professional
administrative culture with excellent quality.
v Subjects : Civil servants in the Executive Yuan and local administrative authorities,

public schools at all levels, local elected officials, and the public utility

corporations could follow the plan accordingly.

=
\
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< Stages of the Implementation Plan

Fielerient sieidleisl  Strengthening the advocacy and promotion, handling related trainings,

continuing education and studies, fighting for the universal recognition and
support of the staff at all levels.

Enhancement Active handling of promotional measures, establishing promotion

Period mechanisms of every authority, and implementing core values.

Deepening Implementing core values as the basis for planning, executing, evaluating,
period and deliberating improvement of policies and regulations, for the

deepening of core values.

/ .
** Measures for promoting the three core values

v Innovative

1. Develop the research and 1.Establish effective mechanisms for encouraging research

development ability and development

2. Implement further study and learning system

2. Establish a mechanism for 1.Implement participation system

advice and decision 2.Establish "proposal to improvement* system
participation

3. Establish a Improvement 1.Set up work circle

team 2.Quality Control Circle (QCC)

3.Quality Improvement / Innovation Team (QIT)

v Enterprising

1. Implement performance 1.Performance assessment system of the Executive Yuan
appraisal management and its subordinate agencies
system 2.implement a performance-based bonus plan by the

Executive Yuan and the local administrative authorities

3.Performance management tools:standard deviation

management, balanced scorecard, management by

objectives.
2. Build the team 1.Establish the internal cooperation interactive network of
consciousness relationships within the organizations

2.Hold multiple activities, promoting interactions and emotion

a a ~ o A a ' a
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contacts between members

3. Deepening customer- 1.External: Simplify regulations and procedures, improve
oriented public service administrative efficiency
2.Internal: Establish supervision and management
mechanism for civil service and strengthen the concept of

advocacy and training

v Professional

1. Enhancing knowledge 1.Strengthen the Implementation Guidelines of research and

management innovation by the authorities of the Executive Yuan

2. Establish knowledge management platform, through tests,
contests, and reward measures, and strengthen education

and training

3.Refer to “The Digital nervous system of personnel

administration - knowledge management project”

2. Shaping learning 1.Civil servants Lifelong Learning Promotion Plan
organization 2.Shaping a learning government action plan
3. Promoting benchmarking 1.Establish a complete and continuous benchmarking and

management processes

2.benchmark “The learning experience of promoting and

implementing the performance bonus system”
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®  Promoting KM in Private Sectors

< Stages for the Government to Assist Enterprise to Implement Knowledge Management

Loref-s -2 Stages for the Government to Assist
Enterprise to Implement Knowledge

Ma“agement I'l'IIII'l'lIIII'l'IIII'l'lIIII'l'I.
Foundation staze | Expansionstaze 1 Innovationstage .
(Enowladsa Platform) | {(Community Mamzement) . (learning orgamzabion) H
Prormote soterprive t0 Emplament handc | 1] Poosmots smterperies o dmplament Prormote lsenoing organitation for .
kncwdsdas manzgsmesnt || 2fvamzed knowisdzs managemes Emdum M
= : :
: | i :
3 " Eﬁﬂmw%mw | o P:\:-:r.moﬂ[ir:;hermr:imm-j:n' « Manags KM commumnity :
© indmary 1 - Promois banchmerting Isarning -
= : Erh::zamdv:m, — | = Enboncs pebBc snd grivass wscicry i .
2 ' applcation ook N lmgledae Sovazen ¥ H
g I 1 :
L : . '
! i :
S & 2o a i
| - .&\L '.._.“.__H '
- - : & ) @ -ru'—‘;:l
ﬂj e :
e Eoowisdss d . :
e e “TFg &
.'" :
I b .
1IIIII'I'IIII'I'IIIII'I'IIII'I'II;

Temeuatls T002-200 T005-200% 2010-2012

+* Case : the SDI Corporation

O SDI Global locations

SDI Group
Headquarter

Group revenue: 11.4 billion
Staff: 2.200 people

(SDI Corporation ]

(SDI Corporation ‘
(Europe)

(USA)

“— (5DI Electronics
Japan Co., Lid.
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O Project goal and strategy

Start the knowledge spiral mechanism;

integration and innovation to create brand value

Vision Strategy

wleach consensue of

strapic objectives
wEstablish corporatz
en weritical capability g
wizt Koy performance iﬂwtimpa vEp
indicators +ombining loav
compatencs and 8-0TT
wPlan to develop key
abilitizs
wImplementationofthe
kev competanes training

O Three periods of the project
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Ianazemen

Enowledze ﬁe‘!'ﬂa.ﬂy check the
management sffectivensss
wincorposats personal
+itrategic commumty zoals
managsment
+ihaping lzarning-
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O Vision of SDI

as

« Outstanding enterprise of
innovative and accurate
promotion of happy life

Stationery group:

Working in SDI, we feel happy. We

will develop useful and customers-

oriented products, making customers

feel happy.
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O Strategic Talents (Key Competence)
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O The Knowledge Community

Establishment of KM communitiss 0y
: ® Activity for KM

R community G
® Creative practices

T.Plan ® Internal and external drivi
Implementation force of the industry
""" ® Productsand service
characteristics to link the markeg

Benchmarking otherenterprises @ opigieat successful
Wenmpmmunn factors
@ Improvement plan

O Leader'srole

According to the project need and progress, President (also GM) authorized two deputy

general managers of stationery and electronic groups to make full decisions

Executives participated throughout the process, and sought consensus through consensus

camp

Managing directors were present personally to show their support and give praises and

encouragement to personnel in order to effectively enhancing work spirit of personnel.

Establish R&D network, inviting managers and engineers from cross units to join, such as
sales, manufacturing, product technology departments etc. Encouraging team work,

enabling report of progress and results to the higher levels.

Establish knowledge management performance indicators (e.g. number of knowledge
document, number of packages of digital material etc.). Combining individual performance

objectives with monthly performance bonus. President would hold evaluation meeting,

pushing full implementation and give bonus.

O Lesson Learned
Utilize outside resource from government or universities in order to reach goals
Find right persons with enthusiasm and the test-run department that has good record of
cooperation. Then expand to other departments.
Advocate the importance of KM for the company to increase psychological preparation and
consensus.
Linking personal objectives to department objectives help ensure KM continuity.

Understanding the responsibility and process of each department help smoothly KM Promotion
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> SME Benchmarking on KM

1s3eaimng Ms. Elena Cruz

s

= mqﬂﬁ‘xmﬁmmnﬁusiﬂ’mﬁ"ﬁﬂ SME Benchmarking on KM
v’ audnAnyaes Benchmarking Tugsfia SMEs
v’ n3¥191N"9 Benchmarking §1%5U SMEs

V' msuanilaenizens Benchmarking Tungu SMEs

®  Background

O APO Best Practice Network

® Objectives

-Generate knowledge on best practices that will be useful for NPOs in helping their
customer organizations

- Support transfer of best practice knowledge to customers of NPOs and position
the NPOs as leaders in this knowledge transfer

® APO Publications on Benchmarking & Best Practices

A. Benchmarking Training Manual
B. First Cycle (2003-2004)
1. Frontline customer service
2 Balanced scorecard
3. People performance evaluation
C. Second Cycle (2004-2005)
4_QOrganizational excellence for SMEs
5 How to do local benchmarking
6. Developing a culture of innovation
D. Third Cycle (2005-2006)
7. Public service excellence
8. KPIs for SMEs
9. Measuring impact of business excellence

® APO BPN Methodology Framework

Learning B sharing

Startbenchmarking
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® Reach of APO BPN (as of 2006)

47 participating NPO
APO Best representatives

Practice Networkfl . ticipating NPO client
organizations

11 out of 14 NPOs have local BM
networks

(Before APO BPN, there was only 1
NPO)

39 local networks impacting over
1,300 client organizations

Local networks have formed
partnerships with peak bodies or
industry/sector assodations/
organizations

Peak
Body

®  Network Profile

In-House Call Health Care

Center

Member orgs 5 6 8 10

Type of orgs Large private Private & gov't Food processing/ Local Gov't Units

corporations from  hospitals; tertiary  service, ceramic  (Provinces,

banking, mfg., health care, Cities,
insurance, manning, Municipalities,
utilities, and automotive Barangays);
manufacturing services NGOs

Peak Body Philippine Society  Philippine Society  Philippine TQM National

for Quality (PSQ)  for Quality in Foundation Association of
Health Care Local e-
(PSQua) Government

Champions, Inc.

(NALeGoCl)
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®  Experiences of an SME Benchmarking Group in Philippine

® Peak Body: Philippine TQM Foundation
v A Non-Government Organization (NGO)
v' Established in August 2003
v’ Assisted by the Department of Trade and Industry’s Bureau of Product Standards
(DTI-BPS)
v Mission: Help Philippine SMEs implement TQM
v’ 21 Member SMEs

® The SMEs Benchmarking Group : Member

Ol

M -~ 1975 8|3 Eg(:ment
dNC<z I Industries 2|t District
Incorporated

® Profile of Partner SMEs
X8 Industry/Sector:
- food processing
- ceramic mfg.
- garment mfg.
- food service
- ship manning
- automotive
- healthcare
+* TQM and P&Q (e.g. Quality Circle, 5S) practitioners
® Criteria for Membership
v’ Must be an SME (as defined by the Department of Trade and Industry)
With a quality system in place or at least in the process of putting in place
At least 70% Filipino owned

Accomplished application form, organizational profile

LSRN NN

Operating for at least three years
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V' Atleast two company representatives designated for the BM group

® DT/ Definition of an SME

< By Asset Size*

Micro: Up to P3,000,000 (USD70,000)

Small: P3,000,001 - P15,000,000 (USD350,000)
Medium: P15,000,001 - P100,000,000 (USD2.3M)
Large: above P100,000,000

** By number of employees:

Micro: 1 -9 employees

Small: 10 -- 99 employees
Medium: 100 -- 199 employees
Large: More than 200 employees

*As defined under Small and Medium Enterprise Development (SMED) Council Resolution

No. 01 Series of 2003 dated 16 January 2003

® SME Benchmarking Group : VISION

To be a proactive business organization of SMEs that serves as a best practice channel of
sharing and learning towards global competitiveness.
® SME Benchmarking Group : MISSION
We facilitate and promote the sharing of ideas and innovation as well as local and
international best practices.
We commit to help each other and other organizations in improving business
sustainability, growth and competitiveness.
® Benchmarking Topics
1. Handling Customer Feedback (2007)
2. Selecting the Right People (2008)
3. Implementing KM (2010)

® APO KM Demonstration Project for SMEs

7
S
) ammm 2

BE A WINNER.

GET THAT KM ADVANTAGE!

October 23, 2009
EDSA Shangri-la Manila
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® Activities Participated in by the SME BM Group
v APO BPN Workshops in Thailand and Mongolia, 2005-2006

KM Conference, India, 2007
Compendium of Best Practice Case Studies in Asia, Vol. 2, 2005 and Vol. 3, 2007
APO-TES on Global Marketing, 2008

DN N NN

APO-Demonstration Company in Knowledge Management, 2008-2009

®  An Evaluation of the Best Practice Exchange Network
® What worked

®  Forming sectoral benchmarking groups

®  Partnering with a peak body - preferably where member companies implement
TQM or P&Q improvement programs (specifically, Quality Circles)

®  Promoting the program thru the conduct of Executive Briefings and seminars on
Benchmarking

B Using the Performance Excellence Framework of the Philippine Quality Award as
the anchor of KM and Benchmarking

®  Aligning with APO BPN to maximize benefits to client organizations

®  Adopting APQ’s systematic benchmarking process

®  Designating a point person and a team to handle the benchmarking program

®  Getting budget allocation

®  Hosting regular meetings by members on a rotation basis — an opportunity to
getting to know the members’ organizations, showcase best practices and extend
warm hospitality to co-members

B Use of motivational schemes to encourage participation in meetings and sustain the
effort, i.e. tokens

® Inviting benchmarking partners, either as participant or Resource Person, in the
annual APO BPN Workshops and in other APO/DAP programs such as seminars,
workshops, symposium, conferences, TES, publications, and DAP's MPQM
(Masters in Productivity & Quality Management) graduate school program

®  Inviting experts thru TES to share their knowledge and experience on specific areas

of interest of the BM groups

® What Needs to be Improved/Enhanced
B Fasttrack international collaboration on e-benchmarking with NPC Malaysia and

CPC ROC
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®  Strengthen capability building of NPOs thru availment of the TES, OSM, BCBN to

learn from experts and other NPOs

B Visits between NPOs to share benchmarking experience
v" ROC and Malaysia

Mongolia and Malaysia

ROC and Singapore

Fiji and Malaysia

ANANENEN

ROC and ROK
v Thailand and ROC
B Access best practice case studies from the APO website
®  Continuous enhancement of learning on:
- Nurturing existing sectoral BM groups
- Building and sustaining relationships with industry/sectoral peak bodies
®  Seek funding support
- Classification of APO BPN as a priority program of the NPO to ensure
budget allocation
®  Designation by NPO Head of lead person or team dedicated to undertaking

benchmarking activities

.l'“"\
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» KM Tools & Techniques for SMEs

usseneing Mr. Praba Nair

o

" JhguszasATaINIsussTENaiada KM Tools & Techniques for SMEs
v Gﬂu’imwmmmlﬁ%qﬁﬂﬁm KM (KM Tools & Techniques)
v ’ﬁnﬁmﬂ%qﬁ@ﬁm KM (KM Tools & Techniques) luyuuedn1slieuas
V' Faanudinlatundnnisaenuazns i enuiasesiiadni K (KM Tools & Techniques)

=
VINNICAN

Twenty Essential KM Tools & Techniques

1. Brainstorming 11. Document Libraries
2. Learning's idea capture 12. Knowledge Bases
3. Peer Assist 13. Knowledge Assessment
4. Learning Review 14. Blogs
After Action Review 15. Social Network services
6. Expert Locator 16. Voice & VOIP
7. Communities of Practice 17. Advanced Search
8. Story Telling 18. Knowledge Clusters
9. Virtual Work Spaces 19. Taxonomy
10. Physical Work Spaces 20. Knowledge Cafe

. UBNANLATEIHBAIU KM (KM Tools & Techniques) sinufinananndinesiu dafiiasasiiogu@nuin fauns

dsndeey el lun19a1HIuAIUNN9AAN13ANS (Knowledge Management-KM)

®  Principles to choose and apply KM Tools

® Focus on your KM Strategy and goals.

(KM tools are means to achieve you KM Goal. Never confuse means and end!)

® Consider characteristics of the core knowledge you deal with.

® Some KM tools need training/education of users beforehand (especially IT tools)

a o - o A a ' a
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®  Consider characteristics of Core K
® |f you want to share explicit K among many people, you may want to IT related tools

® |f you want to transfer deep tacit K from person to person, you may want to high-touch tools

Knowledge expressed by Documents and Contents

- Explicit . o
n.__..Knpwlec_jge,.--Eaﬁ\I‘&ﬁ el we'?
wie 2

co
we
<0 S 7 Tacit

\‘_\Oe tef of e ¢ dacl .

Knowledge captured mainly through experience

®  Define what to accomplish

o o 6 v Y o v A dl A £ o/ v :/I
e Mnuadnguszasinislienulidaiau udadeniasesdie s zaniunislieuiug

5.Tools to
Apply Knowledge? 1.Tools to Identify

Knowledge?

2.Tools to Create
4.Tools to Share Knowledge?

Knowledge?

3.Tools to Store
Knowledge?

B Key for KM Tools / Techniques

Extremely Powerful
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®  Some Example of KM Tools/ Techniques

v’ AAR (After Action Review)

® About AAR
® tis a technique to evaluate and capture lesson learned upon the completion of a project.
®  Learn from project success and failures to improve future projects.
®  Reviewing an activity after its completion and making use of the results of such review to

improve the succeeding activity or next implementation of that activity.
® AAR Questions
1. What was expected to happen?
What actually happened?

What went well and why?

What can be improved and how?

o M D

What are the lessons that can be used in the future?

® \Who should conduct AAR?

- Ensure participation from
- Independent
everyone
facilitator
-Maintain objectivity throughout

the review

-Project team

-Knowledgeable about the
member

subject or topic of the review

v Story Telling

® What is storytelling?

» Storytelling is conveying of events in words and sounds often
by improvisation or embellishment. In the context of KM,
storytelling has been used as a powerful way to share and
transfer knowledge, especially experiential and tacit
knowledge.

= ltis literally about telling a story; a person who has
knowledge tells stories of his/her experience in front of
people who want the knowledge. Though the method is quite
simple, storytelling is able to share deep knowledge whenri
is appropriately done. It has a strong power to share on
experience and lessons learned since effective
stories can convey rich contexts along with conten
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® \Why use storytelling?

1. Transfer tacit part of knowledge:

Because it conveys much richer contexts through stories than other means
of KM, storytelling by a vastly-experienced person in any field has the
power to transfer his or her experiential knowledge.

2. Nurture good human relationship:

When someone tells his/her story, the action also conveys significant
volume of the storyteller's personal information through the story itself,
facial expressions, tone of voice etc. This aspect nurtures trust among the
storyteller and audiences that often becomes a seed bed for a community
of the practice, which enables further sharing and creating of knowledge.

3. Bring out passion of audiences:

Great part of storytelling is that it is able to address logical as well as
emotional part of brain. As a result, good storytelling can change people’s
mindset and behavior to share and create more knowledge than before.

® \WVhen to use?

» Many organizations utilize storytelling to transfer experts’
knowledge to younger people.

» Some organizations use storytelling to share lessons learned from
project to colleagues who were not participating in the project.

» Since storytelling session may rouse participants’ interest and let
audiences find other people with common interest, designing
following systems to discuss the topic such as communities of
practices or virtual collaboration spaces which sustain and increase
the advantage created through the storytelling session.

® How to use?

Step 1: Identify key area of knowledge to transfer and share in your firm.

Step 2: Find the right person who has rich experience and ask him/her to tell the
story. The storyteller's eagemess and eloquence are keys for success.

Step 3: Market the storytelling session to candidate participants.

Step 4: Hold the session. It is may be effective to create informal atmosphere by
changing layouts, serving refreshments, holding icebreaker etc. You may
want to hold a small social gathering after the session to help networking.

Step 5: Leverage the output of the storytelling session. This step is critical to
maximize the effectiveness of storytelling.

- Capture and share the movie of the session among employees.

- Form a community of the topic among the storyteller and participants who
have interest. The storyteller often becomes the owner of the community.

- Hold sessions regularly to give employees chances to both participate and
tell a story.
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v’ coP (Community of Practice)

® What is a Community of Practice?
® CoPs are groups of people who share a concern or a passion for something
they do, and learn how to do it better as they interact regularly.
® |n the context of KM, CoPs are formed-intentionally or spontaneously, to share and

create common skills, knowledge and expertise among employees.

® (Characteristics of CoPs
B  The size varies from 2-3 people to thousands of people, and members of
expertise could be either homogeneous or heterogeneous.

®  The following three elements are crucial when one designs CoPs.

The Domain

The The
Practice Community

1. The Domain CoP has an identity defined by a shared

domain of interest.

2. The Community | A platform that enables frequent interactions to
share and develop common knowledge is

essential for CoP.

3. The Practice Members develop a shared repertoire of
resources : experience, tools, ways of
addressing recurring problems-in  short, a

shared practice.
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® \Why CoPs for SMEs?

B To effectively share and develop skills and knowledge among employees without
huge investment.

®  To solve problems effectively by sharing knowledge.

B To give opportunities to exchange best practices on a common subject

®  Toincrease employee’s satisfaction and retain valuable workforce

®  Share common skills and knowledge across your company

®  To accelerate innovation by forming CoP with people from various backgrounds

® How to Nurture CoPs?

—_

Find opportunities around strong needs

2. Invite passionate people and take in their thoughts
3. Launch the CoP with socializing events
4

Create results through activities and share the stories

® Key Enablers
v’ Stewards
B Key people who are passionate for the area and are willing to take care of the
CoP
v’ Incentives
B Spontaneous motivation for continuous participation to sustain active CoPs.
v Physical/ virtual spaces
®  CoPs need spaces where members can interact.
v Information Technology
®  Some CoPs do not require any IT, whereas IT is a key platform to share
knowledge.
v Management’s Support
B Allows participants to understand the importance of CoP activities but gives

sufficient resources.
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ugsenelag Mr. Praba Nair

" JmguUszRIArRINITUsTENERaTla SME KM Challenges and Opportunities
BeugANNTMILT9Y SMES

AN laRNAiINIEEIU KM 189 SMES

DN

KM daea319tan1a’ls SMEs

®  |Importance of SMEs
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®  Process Capability

-ﬂl 3| o &K o 1 o < ildl o | b4 A ::
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®  SME networking
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