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KEEPING KNOWLEDGE MANAGEMENT ALIVE
Beth C. Perell, Plural, Inc.

Knowledge Management (KM) is commonly defined as a process for enabling individuals within an organization to effectively share information and knowledge to save time and make better decisions.   KM has become a strategic initiative in many organizations, but during difficult economic times, special libraries, information centers or KM are often targeted as cost savings opportunities.  Unfortunately, eliminating this function within organizations often has a negative effect.  

When organizations lose people, they also lose a considerable amount of institutional knowledge.  Capturing this information becomes even more important in tight times.  However, it also becomes more difficult.  Just as the library may be affected by downsizing, the knowledge workers of organizations are also potential victims.  As a result, individuals are not as willing to share what they know, feeling if their personal insight is shared, their personal value is decreased.   These attitudes can further cripple an already fragile organization.  

PUTTING KNOWLEDGE TO WORK: ASSESSING INFORMATION NEEDS THROUGH FOCUS GROUPS

Valerie Perry, University of Kentucky

To improve customer service, organizations require information about their users’ needs and expectations. Focus groups allow users to share knowledge about themselves and put this knowledge to work for you. They can be implemented easily in any organization. This presentation describes how focus groups can help in your organization’s data gathering, assessment and quality improvement efforts.

The University of Kentucky Agricultural Information Center (AIC) serves 1,100 undergraduate students, 370 graduate and post-doctoral students, and 1,700 faculty and staff in the College of Agriculture. In August 2000, the AIC created 12 focus groups consisting of 87 faculty, staff, graduate students and postdoctoral students. The feedback shared by these focus group participants was instrumental in redefining both the immediate goals and the five-year strategic plan of this service center. These immediate goals included creating an effective marketing plan, targeting the library instruction seminars and improving other public services offered. The data gained from these focus groups gave the AIC a clear picture of how these goals can best be achieved. The focus groups provided more helpful information than any single evaluation tool used previously. 

This presentation will describe the AIC’s success with utilizing focus groups and our plan to evaluate the service center on a regular basis. Lessons learned from the planning, implementation and analysis processes will be shared. It is hoped that this presentation will help you use the knowledge freely available in your organization to improve customer service through the effective use of focus groups.

E-TRAINING: IMPLEMENTING A SUCCESSFUL KNOWLEDGE MANAGEMENT SOLUTION

Joan Daghita, Kathryn Dudley, Janet Heekin, Nancy Terry

National Institutes of Health Library

The National Institutes of Health Library has developed a Web-based training program in response to feedback obtained from a customer survey on learning preferences. A majority (50 percent) of the participants surveyed preferred Web-based training over hands-on training (18 percent), seminars (13 percent), printed guides (9 percent) and personal tutorials (9 percent). Participants reported that they felt overwhelmed by the amount and complexity of information. They specifically reported that they did not need or want to know how to use all resources simultaneously, but would rather learn how to use a resource when the need arises. Taking these user requirements into consideration, the library’s instruction team designed and implemented Web tutorials to meet the users’ expressed desire for convenience and the ability to learn at their own pace from anywhere at anytime. As a first step, the team investigated course-building software and decided to use a web-authoring tool called ViewletBuilder. With ViewletBuilder, the team developed practical, task-specific animated demonstrations or “viewlets”. The viewlets show a user how to use library-supported databases or software such as Reference Manager, a popular bibliographic management package used by NIH researchers. Viewlets supplement animation with text balloons and notes explaining the actions to the viewer. Watching a viewlet is like watching a real-time demonstration with navigation buttons for the user to control the speed of the tutorial, allowing the viewer to work at his or her own pace. With Web-based training the NIH Library has been able to deliver a learning solution that is both convenient and relevant to the users’ information needs in a research environment.
COMPROMISES ALONG THE WAY: BALANCING SPEED TO MARKET WITH SUSTAINABILITY WHILE DELIVERING KNOWLEDGE MANAGEMENT SERVICES

Marti Heyman, Deloitte Consulting

Knowledge management (KM) in a consulting firm is where the rubber meets the road. It is where information science theory is compromised in favor of practicality. Practicality is determined by the extent to which the firm's revenue stream is enhanced or hindered. This paper will discuss the compromises and the path to those compromises, which must be made while implementing a successful KM program within a for-profit organization. The process is made more challenging by the use of a single, common KM tool set across greatly different practice areas. The needs and work processes of each practice area within a consulting firm vary greatly, yet the common technology platform and tool set require that compromises be reached between not just information science theory and day-to-day business operations, but also between the different knowledge managers serving the different factions. In the process of meeting the needs of a knowledge manager's constituency, problems cannot be induced for other knowledge managers in their respective service areas. A knowledge manager actually serves two constituency groups—their practitioner clients and their colleagues in KM. The major issues include information architecture and design, information storage and retrieval, collection development and management, standards and guidelines and virtual community development. One solution has been to repackage individual pieces of content into hyper linked collections of content that address a current “hot-topic.”  As critical focus areas for the firm change, content can be disassembled and reassembled as needed. Other practical examples will be provided. The paper will also briefly contrast the development of successful knowledge management programs within a consulting firm versus doing so within a commodities business, specifically a global chemical manufacturing company.

