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ﬂ Portal Licences FIGURE 12-1 U.S. enterprise
knowledge management
software revenues, 2001-
2006
Enterprise knowledge
6 - management software includes
sales of content management
and portal licenses,
which have been growing at a
rate of 35 percent annually,
2001 2002 2003 2004%  2005% 20067 making It among the

 Projected fastestgrowing software

- __applications.
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Important Dimensions of Knowledge

Knowledge Is a Firm Asset

Knowledee is an intangible assa.

The trarsformation of data into usetul information and knowledpe requires organizational resaurces,

Kriowledpe i nat subject to the law of diminshing eturms as ae physical assets, but irstead experiences network effects (law of
expanding returrs) as its value increases as maore peaple share it

Knowledge Has Different Forms

Kriowledpe can be either tacit or explicit (codifiad),

Kriowledes imales know-how, cralt, and skill,

Knowledes imales knowing how ta follow procadures,

Kriowledes imales knawing why not simphle when, things happen (causality.

Knowledge Has a Location

Knowledee i= a cagnitive event imalving mental modek and maps of individual=s

There & both a sodal and an indnidual basis of knowledos,

Kriowledpe is sticky” (hard to move), situated (enmeshed in a finm's culture), and cortestual (works anly in certain situatians).
Knowledge Is Situational

k.nowledee 1= conditional: Knowang when to apply a procedure s just as impartant as knowing the procedure (conditional ).
Knowledpe = melated to contexd: You must know how to use a certain tool and under what arcumstances,
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The Knowledge Management Value Chain

Enowledge Business Value Chain

Knowledge Management Systems

Infarmation System Activithes

Data and Acquire Slore Disseminate Apply
Infermation Enowledge discovery Document management  Intranet portals Decision suppart
Acquisition Data mining systems Push e-mail reports systems
Collecting Meural networks Enowledge databases Search engines Enterprise
Storing Genstic algorithms Expert systems Groupware applications
Disseminating = Knowledge workstations Collaboration

Expert knowledge

networks
Management and Crganizaticnal Activities

Knowledge culture Organizational routines Training Mew IT-based business

Communities of Organizational culture Informal networks processes
Feedback practice Organizational New products and

Personal networks culture services

Organizational Mew markets

practices/routines




Types of Knowledge Management Systems

General purpose, integrated,
firm-wide efforts to collect, store,
diszeminate, and use digital
contert and knowledge

Structured knowledge systems
Semistructured knowle dge systems
Knowledge network systems

Major Types of Knowledge Management Systems

Specialized workstations and
systems that enable scientists
enginears, and other knowledge
workers to create and discover
new knowledge

Computer-aided design (CAD)
3D Visualization

Virtual reality _
Investrment workstations

T

Toals for discovenng pattemns
and applying knowledge to
dizcrete decisions and knowledge
domains

Diata mining

Meural networks
Expert systems
Caze-based reasoning
Fuzzy logic

Genetic alganthms
Intelligent agents



Enterprise-wide knowledge management

systems

Enterprise-Wide Knowledge Management Systems Overview
Data and infermation generation

Databases
Structured
documents
Enterprise
Unstructured Knowledge
documents Management
Systems
Document
Storage Supporting Technologies
_ Portals
Corpaorate Search engines
Expertise Communication &
Directories collaboration tools

Learning management
h systems

Knowledge Dissemination
and Application



Categories of Enterprise-Wide Knowledge

Management Systems

Type of Knowledge Knowledge Content Category of Enterprise Knowledge Management System
Structured knowledge Farmmal documents Structured knowledge systems
Somistructured knowledge  E-4mail, voice mail, memos, Semistructured knowledee systems

brachures, digital pictures, bulletin
baards, ard ather unstructured
dacurnents

Digital asset managament systems
Metwork (tacit) knowledpe  Expertise of individuals Knowledge network systems



Structured Knowledge Systems

Content in Context

FIGURE 12-5 KWorld’s
knowledge domains
KPMG’s KWorld is organized
- into nine levels of content
o - that are further classified by
N ] product, market

segment, and geographic
area.
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KPMG knowledge system processes

Intermal Content
= Work products
= Bractice specific
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IT Policy in Distributing Knowledge

The problem of distributed knowledge:
finding the right person who knows
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Featuras

Krnowledee exchange senioas

Community of practioa suppart

Autoprofiling capabilities

Knowledee manasement senvices

Description

Suppor far irteractive QaA sessions

Ahility to identity qualified firm axparts

Publish and share documerted knowledee with all employess

Ability to connect experts across functions and units

Ability to push information 1o communities

Strong collabarative took for communities, such as scheduling, document retrieval and
cormmunication

Ahility to profile emplaves experts automatically

Ability to permit indrduaks to manage their awn poatiles

Automatically manage the nomination, approval, and dissemination of best practices and
solutions

Ereure business knawledge and rules canform to regulations and support business processes
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AskMe Enterprise knowledge network system

AskMe Enterprise Knowledge Metwork

171117‘0

Bupert creates a new
selution,

Subject-matter-experts j

cwhich is, as needed, approved

by specific employees
Browse pl,
ar search ® |

{:‘i(:-

LS
Ermpaloves has .and uses Askhe G ,_V,
a business Enterprise through e-mail, -

problem porial, or ather tool =

Enawledge base
Answers

F Best gractices
Employee receives DocumeEnts
the solution Crther resources



Requirements of knowledge work systems

SOFTWARE
External

knowledge Graphics -> Visualization
base Medeling -> Simulation
Document management

Communications

User
interf

Hardware platform: knowledge workstation




