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Editorial
Welcome and Guten Tag:
An organization‘s ability to quickly tap into wisdom gives it a competitive edge in the marketplace. As a result, knowledge is displacing
capital, natural resources, and labor as the basic economic resource.
The best reason for a company to develop a knowledge management system is to stay ahead of the competition: by turning intellectual
assets into value through innovation. The real differentiator for those leading companies is knowing how to use innovation to create
value and ongoing growth.
Yours

Monika Frick-Becker

Knowledge Management: The basis of successful business models

These challenges of improving quality, innovativeness, and the
increasing pressure to diminish cost require companies to devise
their business process again and again. In such markets, knowledge is the one certain resource of lasting competitive advantages. Put simply, there is great value in sharing, across a whole company, proprietary insights into customers, competitors, products,
production techniques, emerging research, and the like. Success
increasingly depends on the quality and effective management
of knowledge which organizations apply to their key business
processes. Companies that thoroughly understand their business
model and know how the building blocks relate to each other will
be able to constantly rethink and redesign these blocks and their
relationship to innovate before their business model is copied.

Sustainable competitive advantage is dependent on building and
exploiting core competencies. So resources which are distinctive and
difficult to transfer are required. In an increasingly competitive marketplace, knowledge is being considered as a critical organizational
resource and is known as the foundation for stable development.
Growing the customers’ demands regarding innovativeness and
quality of services and products impose companies under force
and pressure. At the same time, threats from worldwide competitors force them to reduce the price of the products and services.

Business Success Through Knowledge Management
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Basic Sources of Knowledge

Exploiting your Knowledge
1. Improvement in goods and services

A. Customer knowledge

2. Increased customer satisfaction

B.	Employee and supplier
relationships

3. Increase in the quality of suppliers
4. Improved staff productivity

C. Market knowledge

5. Increased business efficiency

D. Knowledge of business environment
E.	Product research and development
F. Organizational memory
G. Non-executive directors
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6. Better recruitment and staffing
policies
7. Ability to sell or license your knowledge

Information overload: From data chaos to
precious information

set the agenda for change, and give knowledge management the
weight that it needs.

In practice, of course, organizations find it difficult to take advantage
of all this knowledge. For all the benefits of the information technology and communications revolution, it has a well-known dark side:
information overload and attention fragmentation. The problem of
information overload often results in wasted time and resources and
inefficient and unproductive knowledge discovery. With this everincreasing amount of information flooding the workplace companies
must have the right processes to weed out useless data, as well as
flagging what might be of use to other parts of the organization. If
you want to get the most from your business‘ knowledge, you need
to take a strategic approach to discovering, collating and sharing it.
This is done via a knowledge strategy - a set of guidelines to be
applied across the business. Well-executed knowledge management
(KM) can help you get the right information to the right people at
the right time, across all channels – making agents more productive,
delighting your customers, and keeping costs down.

Your employees need to see not only that knowledge management delivers value to the organization, but also that it delivers
value to them as individuals. When the goals of individuals are
aligned with those of the company, people adopt behaviors that
are consistent with those required for the success of knowledge
management. You need to engage your employees in the idea that
knowledge sharing is easy and delivers value to them. That is why
knowledge management requires competent and experienced
leadership at all levels. If your strategy is to be effective, you must
make sure your senior managers are committed to it and are fully
aware of the benefits it can bring. Many company executives have
realized that knowledge management needs to be given status
as an important part of the job, through the creation of KM posts,
through the provision of KM training, and, in particular, through
investment in IT. However, most knowledge-management initiatives have focused almost entirely on changes in tools and technologies. As a consequence, many KM initiatives fail because:

The Consequences of Information Overload

Overload

Disorientation

Conflict of priorities

Conflict of topicality

Excessive demand/stress symptoms

Management responsibilities: Knowledge
management needs a transparent and goaloriented corporate culture
Effective knowledge management requires a combination of
many organizational elements - technology, human resource
practices, organizational structure and culture - in order to ensure
that the right knowledge is brought to bear at the right time.
Moving to a systematic management of knowledge is a culture
change process. You will be introducing an environment where
knowledge is seen as important to corporate success, and where
accessing and sharing knowledge becomes an automatic routine
process. This requires a change in the way people think and behave. Hence, knowledge management does very much have to
originate from the top. It is the job of top level management to

· No adequate IT system.
· No systematic organizational knowledge processes and practices.
· Lack of employee participation.
· Wrong planning and incorrect forecasting about the dimensions
of the project.
· Internal processes and tasks are not clarified.
· The benefit of the KM initiative is not evident.
· No adequate staff training and coaching.
Knowledge management is complex and multifaceted; it encompasses everything the organization does to make knowledge available
to the business, such as embedding key information in systems and
processes, applying incentives to motivate employees and forging alliances to infuse the business with new knowledge.

The Three Pillars of Knowledge Management
Knowledge Management

Employees
and
Management

Technology

Organization
and
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How can I
win people
over?

How can I
optimize
technology?

How can I
organize
processes?

Corporate culture

If knowledge management is to have a sufficient high profile, it needs
its champion. Because KM interacts with disciplines such as IT, HR,
strategy and development and internal communications, the champion should be high enough up the organization to be able to influence
the agendas for these other disciplines. Employees must have the motivation to participate, access to adequate training when necessary,
feel a sense of security in sharing their knowledge, and get some form
of reward for doing so. One way to do this might be to offer incentives
to staff that supply useful market news or suggest ways customers
can be better served.

Level 1
Initiate

Level 2
Develop

Level 3
Standardize

Level 4
Optimize

Level 5
Innovate

Maturity Levels of Knowledge Management
Continuously
improving practices

Measured and
adaptive

Common processes
and approaches

Localized and
repeatable practices

Growing awareness

Future Knowledge

Diversity management is the key to growth and innovation in today’s fiercely competitive global marketplace. No longer can companies hide behind their lack of cultural intelligence. Working towards increased and enhanced workplace diversity is not difficult
or complicated - it’s about having solid HR practices.
The channel, or medium, used to communicate knowledge affects
how accurately the information will be received. The key to effective communication is to match the communication channel with
the goal of the communication. For example, an email may be a
better choice when the sender wants a record of the content or
has less urgency for a response. Oral communication, however,
makes more sense when the sender is conveying a sensitive or
emotional message. Professional coaching and mentoring can
support you find meaningful ways for your employees to connect.

Why knowledge sharing matters: The benefits of knowledge management
Dynamic Knowledge

Leveraged Knowledge

Applied Knowledge

Ad Hoc Knowledge

Getting employees on board: Encourage
people to ask questions, to challenge and
to learn

When done successfully, knowledge management will foster innovation, streamline processes, improve customer satisfaction, and
enhance employee retention rates, all leading to higher revenues.
In fact, it could perpetuate the brilliance and brand of your company far into the future.
KM performance within an organization must be measured
against the knowledge management strategy adopted. Measurable elements within that strategy, such as participation in knowledge-sharing databases, may be included in a balanced scorecard
to arrive at a measure of knowledge management performance.
Progress may be indicated by an increase in the score over time.
The categories and weightings used in measuring KM performance could be modified as the corporate objectives change and
the knowledge management strategy evolves, producing a continuous assessment of the success of the strategy.

Successful organizations know that knowledge in action gets results, linking people to expertise and supporting strategic goals.
Therefore, anyone considering a foray into the knowledge management arena needs to plan and build environments that will
allow employees to feel safe to discover and release their own
tacit knowledge. Having staff that are knowledgeable can be invaluable in setting you apart from competitors. You should make
sure that your employees‘ knowledge and skills are passed on to
their colleagues and successors wherever possible, e.g. through
training courses and documentation. You need to coach them in
the processes and approaches to use, and then you have to make
it part of the day job.
Moreover, if you want to build a successful organization for the
21st century, broaden your knowledge basis and hire for diversity.
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