
Knowledge management —  a guide
I n O c to b e r  th e  m u ch  a w a ite d  A u s ­

t r a l ia n  k n o w le d g e  m a n a g e m e n t 
s tandard  (K n o w le d g e  m an ag em en t 

—  a g u id e  AS 5 0 3 7 -2 0 0 5 )  w a s  re ­
leased. The firs t n a t io n a lly  e n d o rse d  
k n o w le d g e  m a n a g e m e n t s ta n d a rd  in 
th e  w o r ld ,  th e  s tandard  has been d e ­
v e lo p e d  fo r  p ro fe s s io n a ls  w h o  have 
e ith e r  re c e n t ly  e n c o u n te re d  k n o w l­
edge m a n a g e m e n t o r  w h o  are  lo o k ­
in g  fo r  fu r th e r  g u id a n c e . It advances  
a progress ive  v ie w  o f th e  f ie ld  us ing  a 
M a p /B u ild /O p e ra t io n a lis e  a p p ro a c h , 
e m p h a s is in g  th e  e s ta b lis h m e n t o f  in ­
c re m e n ta l k n o w le d g e  in te rv e n tio n s  
w h ic h  w i l l  assist an o rg a n is a tio n  im ­
p le m e n t k n o w le d g e  m anag em en t.

The f ie ld  o f  k n o w le d g e  m a n a g e ­
m e n t has e m e rg e d  fro m  a v a r ie ty  o f  
d is c ip l in e s  th o u g h  its  fo u n d a t io n s  
c le a r ly  lie  in areas fa m il ia r  to  us as 
in fo rm a tio n  p ro fess iona ls  —  the  m a n ­

a g e m e n t o f  e x p l ic i t  k n o w le d g e  in ­
c lu d in g  in fo rm a tio n , d o c u m e n ts  and 
re co rd s . T h is  in f lu e n c e  is e v id e n t in 
th e  m e m b e rs h ip  o f  th e  C o m m it te e  
M B -0 0 7  th a t d e ve lo p e d  the  standard , 
w h ic h  in c lu d e s  a n u m b e r o f lib ra ria n s  
an d  o th e r  in fo rm a t io n  p ro fe s s io n a ls . 
Each o f us on  the  C o m m itte e  h o w e ve r 
re c o g n is e d  th a t k n o w le d g e  m a n a g e ­
m en t is b ro a d e r than  the  m an ag em en t 
o f  o b je c ts , e x p a n d in g  to  e n co m p a ss  
th e  m a n a g e m e n t o f  ta c it  k n o w le d g e  
in c lu d in g  ne tw o rks , sk ills  trans fe r and 
le a rn in g .

The s treng th  o f a k n o w le d g e  m a n ­
ag em e n t lies in its p o w e r to  c o m b in e  
the  o rg a n isa tio n a l e lem en ts  o f peop le , 
process, te c h n o lo g y  an d  c o n te n t in a 
c o h e re n t a p p ro ach .

T he  S ta n d a rd  w a s  p re p a re d  by 
C o m m itte e  M B -0 0 7 , K n o w le d g e  M a n ­
agem ent. As w e ll as the  A u s tra lia n  L i­

b ra ry  and In fo rm a tio n  A s s o c ia tio n  the 
fo l lo w in g  o rg a n is a t io n s  w e re  re p re ­
sen ted  on th e  C o m m itte e : A u s tra lia n  
In d u s try  G ro u p , A u s tra lia n  S ecu ritie s  
a n d  In v e s tm e n ts  C o m m is s io n ,  A u s ­
tra lia n  S oc ie ty  o f  A rch iv is ts , A d e la id e  
G radua te  S chool o f Business, C o m m it­
tee IT -0 21  L ia ison , C o m p u te r H u m a n  
In te ra c t io n  S p e c ia l In te re s t G ro u p , 
C S IR O , D e p a r tm e n t o f  C o m m u n ic a ­
tio n s , In fo rm a tio n  T e ch n o lo g y  and  the  
A rts , G r if f i th  U n iv e rs ity ,  In s t itu te  fo r  
In fo rm a t io n  M a n a g e m e n t,  R e co rd s  
M a n a g e m e n t A s s o c ia tio n  o f  A u s tra la ­
sia, U n iv e rs ity  o f T echn o logy , Sydney, 
and  R M IT  U n ive rs ity .

ALIA 's representa tives w e re  M a rio n  
N ic h o ls o n  fo r  the  in it ia l m ee tings  and 
D a le  C h a tw in  th ro u g h  to  p u b lic a t io n . 

D a l e  C h a t w in ,  P r o g r a m  m a n a g e r ,  
K n o w le d g e  a n d  I n f o r m a t io n  
M a n a g e m e n t ,  A u s t r a d e ,  C a n b e r r a

KM managers of the future
Steve Neilsen

A  fe w  years ago in  C a nb e rra 's  Public Sector Inform­
ant I w ro te  an a r t ic le  c a lle d  'T h e  idea l k n o w le d g e  
m an ag er'. In it I addressed the  c h a lle n g e  o f f in d in g  

sta ff a b le  to  w o rk  as k n o w le d g e  m anagers o r  as p a rt o f a 
K M  team . I suggested then  th a t lib ra r ia n s  and  in fo rm a tio n  
p ro fe s s io n a ls  had  a head s ta rt in te rm s o f re le v a n t s k ills  
and  b a ckg ro u n d .

In the  t im e  s in ce  I w ro te  the  a r t ic le  it has no t b e co m e  
any easier to  fin d  the  r ig h t K M  m anager. The recen t release 
o f  th e  A u s tra lia n  K n o w le d g e  M a n a g e m e n t S tan da rd  (AS 
5 0 3 7 -2 0 0 5 )  reveals tha t, m o re  tha n  ever, the  key ch a ra c ­
te r is t ic  re q u ire d  is to  be a cha ng e  agent. This is an u p da te  
on m y o r ig in a l a rtic le , based on som e o f  m y ob se rva tions  
o f the  w a y  K M  has e v o lv e d  in th e  last fe w  years.

In the  in te rve n in g  p e rio d  m any o rg an isa tio ns  have start­
ed K M  pro jec ts . Som e o f these p ro je c ts  have been success­
fu l and som e have fa ile d . This has set up  an e n v iro n m e n t 
w h e re  K M  is seen as a lu x u ry  ra the r than  an essentia l e l­
e m e n t o f  a la rge r in fo rm a t io n  m a n a g e m e n t s trategy. The 
fa ilu re s  (or at least th e  fa ilu re  to  d e liv e r  susta ined  bene fits ) 
have m ade  b o th  IT m a n a g e m e n t and  sen io r m a n ag em en t 
scep tica l ab ou t bo th  the  bene fits  and w is d o m  o f investing  in 
m ore  o r even s ta rting  n e w  K M  pro jec ts . L ike any n e w  te c h ­
no logy, it has to  p rove  itse lf be fo re  the  m a jo r ity  o f m anagers 
w i l l  even be g in  to  co n s id e r it. A n a lte rn a tiv e  is to  e m b e d  it 
in d a y -to -d a y  processes so th a t it becom es in v is ib le . In the 
p u b lic  secto r in C anberra , I th in k  K M  p ro je c ts  are re ce iv in g  
scan t a tte n tio n  and  p ro b a b ly  even less fu n d in g .

This creates an in te re s tin g  e n v iro n m e n t fo r  e x is tin g  KM  
m anagers and those asp ir in g  to  a ro le  in KM . To be success­
fu l, the  K M  m anager w i l l  have to  crea te  an e n v iro n m e n t in 
w h ic h  K M  p ro je c ts  w i l l  be  a c c e p ta b le  and  w i l l  d e liv e r  the 
p ro m ise d  bene fits .

There are fe w  p e o p le  w h o  have a go o d  th e o re tic a l and 
p ra c tic a l u n d e rs ta n d in g  o f  KM . Th is n u m b e r is in c re a s in g  
th o u g h , be cau se  a n u m b e r o f  K M  cou rses  are  a v a ila b le  
in u n ive rs itie s  and  th e y  have been successfu l in a ttra c tin g  
s tudents.

A  K M  p ro je c t req u ire s  an e n v iro n m e n t w h e re  in fo rm a ­
t io n  sh a rin g  is the  n o rm . I have ye t to  see an y  g o v e rn m e n t 
ag en cy  w h e re  the re  is a c o n c e rte d  e ffo rt to  e n co u ra g e  in ­
fo rm a tio n  sha ring . Part o f  the  p ro b le m  is th a t in fo rm a tio n  
s h a r in g  e n c o u ra g e s  a d e g re e  o f  tru s t a n d  tra n sp a re n cy . 
M a n y  sm art m anagers have been ve ry  successfu l in us ing 
in fo rm a t io n  to  th e ir  o w n  advan tage  by b e in g  s e le c tive  in 
w h a t is shared and  w h a t is h id d e n .

It m ay be c yn ica l o f m e to observe tha t these sam e m an­
agers p u b lic is e  th e ir  o w n  successes b u t ensu re  th a t o th e rs ' 
in n o v a tiv e , b u t fa ile d , p ro je c ts  are p u b lic is e d . In a true  KM  
e n v iro n m e n t a ll p ro jec ts , bo th  successfu l and  unsuccessfu l, 
w o u ld  be ana lysed  and  e x a m in e d  fo r  lessons learn t.

S ha ring  the  lessons le a rn t w o u ld  s ig n if ic a n t ly  im p ro v e  
the  success rate o f a ll p ro jec ts  and g ive  sen io r m anagers e v ­
id e n ce  o f w o r th w h ile  p ro je c ts . A  go o d  K M  m anager w o u ld  
d e v e lo p  the  sales sk ills  necessary to  c o n v in c e  the  scep tica l 
sen io r m anagers tha t K M  c o u ld  p ro v id e  s ig n if ic a n t bene fits  
to  an o rg a n isa tio n .

U n fo rtu n a te ly  o u r sen io r m anagers are a lso to o  busy to  
ins is t th a t k n o w le d g e  is shared and  u n w il l in g  to  reco gn ise  
the  p o ss ib le  bene fits . W e  w o u ld  a ll d o  w e ll to  e m u la te  the  
safety eng ineers and investigators w h o , by r ig o rou s  ana lys is  
and  sh a rin g  o f in fo rm a tio n , lo o k  a t w h a t w e n t w ro n g  (and 
w h a t w e n t righ t) so as to  im p ro v e  fa c to ry  safety, tra n sp o rt 
safety, an d  o c c u p a tio n a l h e a lth  an d  safety. The a b il i ty  to  
im p le m e n t th is  o rg an isa tio na l and a ltitu d in a l change w o u ld  
be a use fu l s k ill fo r  the  a sp ir in g  K M  m anager.

8 /// O V / c’ January-February 2006



The key sk ill fo r a KM  m anager is tha t o f 
o rg a n is a tio n a l change agent. K M  has been 
a ro u n d  fo r a fe w  years now , b u t speak to  a 
range o f m id d le  and sen io r m anagers a b ou t 
K M  an d  you  get b la n k  looks. If yo u  engage 
th e m  a n d  ask q u e s tio n s , e v e n tu a lly  th e y  
w i l l  u n de rs ta nd  w h a t you  are saying.

S tarting  a KM  p ro je c t w ith  m anagers like  
th is  is ve ry  d if f ic u lt  because the  bene fits  are 
n o t im m e d ia te ly  o b v io u s . G e ttin g  s u p p o rt 
o r  ass is tance  is a lso  d if f ic u lt .  The s o lu tio n  
o f  co u rs e  is o rg a n is a tio n a l ch a ng e . Those 
o f yo u  w h o  have tr ie d  w i l l  k n o w  h o w  hard 
it is to  get w idesp rea d  a cce p tan ce  o f a ne w  
idea  o r  an in n o v a tiv e  process. K M  is o n e  
o f  those  n e w  ideas tha t is s tru g g lin g  fo r  a c ­
ce p ta n ce  and th is  is re fle c te d  in  the  lim ite d  
range o f  KM  p ro je c ts  unde rw ay.

M a k in g  the  g rand  a ssu m p tio n  th a t th e  
o rg a n is a tio n  accep ts  th a t K M  is w o r th  the  
in ves tm en t, the  next m a jo r h u rd le  is th a t o f 
p ro je c t m anagem en t. P ro jec t m an ag em en t 
is a c o n c e p t n o t w e ll u n d e rs to o d  by m any 
m anagers w h o  see it as a m eans o f  lo c k in g  
in d e liv e ry  dates and budgets , ra the r than  
a m e c h a n is m  fo r  o rg a n is in g  e x is tin g  da ta  
a b o u t p ro je c t ac tiv ity .

O n e  o f  th e  key  a tt r ib u te s  o f  a g o o d  
p ro je c t m anager is the  a b il i ty  to  run a suc ­
cessfu l p ro je c t. The sk ill set in c lu d e s  se lec t­
ing  p ro je c ts  th a t are lik e ly  to  be successfu l, 
o b ta in in g  the  necessary fu n d in g , m an a g in g

the  d e liv e ry  o f th e  p ro je c t and  th e  e x p e c ­
ta tio n s  o f  s ta k e h o ld e rs . A t th e  en d  o f  th e  
p ro je c t the re  is a need to  have th e  neces­
sary fin a n c ia l and a n a ly tic a l s k ills  to  p ro ve  
the  c o s t-b e n e fit o f the  im p le m e n te d  p ro je c t. 
S k ill sets lik e  th is  are ha rd  to  c o m e  by.

P ro b a b ly  m o re  im p o r ta n t ly ,  a p e rso n  
w ith  these s k il l sets o r  w h o  has th is  ty p e  
o f e xp e rie n c e  can be lu re d  aw ay by p o te n ­
t ia l ly  m o re  in te re s tin g  p ro je c ts , e s p e c ia lly  
c a re e r-e n h a n c in g  p ro je c ts  w ith  w id e sp re a d  
su p p o rt and  fu n d in g .

A s p ir in g  K M  m a n a g e rs  (an d  e x is t in g  
ones) w i l l  need a set o f  sk ills  en com p ass in g  
the  m an ag em en t o f  o rg a n is a tio n a l change, 
p ro je c t m a n a g e m e n t and  p ro je c t d e live ry . 
The o th e r key sk ill w i l l  be sales, to  c o n v in c e  
m anagers tha t K M  can  d e liv e r  ta n g ib le  re ­
sults. P eop le  w ith  these m a n a g e m e n t and  
sales sk ills  are in  h ig h  d e m a n d  and  m ay be 
e n co u ra g e d  to  w o rk  on  p ro je c ts  w h ic h  are 
seen as m o re  c o rp o ra te ly  fo cu se d , m a k in g  
it even ha rd e r to  f in d  a s u ita b le  K M  m a n ­
ager. KM  does p ro v id e  a c h a lle n g e  w h ic h , 
if  con qu e red , w i l l  gua ran tee  fu tu re  e m p lo y ­
m en t.

S te v e  N e i ls e n  w o r k s  as a n  in d e p e n d e n t  

c o n t r a c t o r  s t e v e @ n e i ls e n .c o m .a u  a n d  

is a  r e g u la r  c o n t r ib u t o r  o n  i n f o r m a t io n  

m a n a g e m e n t  to  C a n b e r r a 's  P u b lic  S e rv ice  

In fo rm an t

K M  projects ore 

receiving scant 
attention... and 

could provide 

significant benefits

Perso nalisation  of L ib ra r ie s  A u stra lia  
— w h at does it m ean?

Personalisation allows clients and staff to interact with 
Libraries Australia in a personal way.

• create a personal user ID  and password
• save records and queries to  a personal fo ld e r
• set up a lerts
• specify w hich search screen w ill display at login 

e.g. advanced
• specify defau lt databases fo r  searching
• choose up to  th re e  lib raries as ‘yo u r lib ra ry ’

Personalisation is included as part of your subscription to 
Libraries Australia— there are no additional charges.

Helpdesk: 1800 026 155
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