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2. Knowledge

Management framework

Aart Joppe, Nathalie Vandaele, Sanne Erven
and Nathalie Matthijs, Deloitte




2.1. What do we mean by Knowledge?

Knowledge is a familiarity with
someone or something, which
can include facts, information,
descriptions, or skills acquired
through experience or
education (Wikipedia)

“Knowledge is seen as a
cluster concept that points out
relevant features but that is not

adequately captured by any
definition” (Wittgenstein)

A statement must meet
three criteria in order to
be considered
knowledge: it must be
Justified, true, and
believed (Plato)
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2.2. What do we mean by Knowledge Management?

"Knowledge management is the process of capturing, distributing, and effectively using knowledge.“ (Davenport

1994)

"Knowledge management is a discipline that promotes an integrated approach to identifying, capturing, evaluating,
retrieving, and sharing all of an enterprise's information assets. These assets may include databases, documents,
policies, procedures, and previously un-captured expertise and experience in individual workers."(Duhon, 1998)

Knowledge Management misconceptions:

A stand alone program or project and should
not be measured as such

An off the shelf product or program that can
be copied

Just about getting information and document
management

Overloading people with information

Creating additional workload which will not
add value

Purely a technology solution

Knowledge Management is:

A way to improve efficiency and productivity
to support achievement of organisational
goals

Customized to your organizational structure,
products and services

KM has an impact on systems, processes
and people. It leads to a change in
employee’s behaviour and attitudes

Identifying and sharing your business critical
knowledge

Getting the most from the intellectual capital
of your entire organisation

Integrating Knowledge Management in daily
activities, processes and culture
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2.2. What do we mean by Knowledge Management?

When we talk about knowledge, we need to distinguish two types of knowledge:
« Explicit knowledge
« Implicit / tacit knowledge

Each type of knowledge should be managed in an effective way.

Explicit knowledge Implicit knowledge

Document Expert Make it Knowledge [@Za\\
Management Explicit Transfer

System Sl (document) Methods

Examples Examples Examples Examples
SharePoint eCV Wiki Mentoring
Oracle Expert locator Memo's Training on the job
Open text Yammer Video's Lunch sessions
Learning Onboarding process
Offboarding process
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2.3. Why invest in Knowledge Management?

Knowledge management...
Stimulates Increases Prevents
collaboration efficiency outflow

of
knowledge

Fosters Improves

innovation policy
making

Increases
personal
satisfaction

Improves
reputation




2.4. Deloitte Framework — Overview

Based on our past experience, we have found that six components must be addressed in order to create a
sustainable knowledge sharing culture.

Success requires knowledge management initiatives
that contribute to the corporate strategy and goals

Strategic
alignhment

Tooling must be in place to A governance structure with
facilitate the Knowledge clear roles and responsibilities is
Management process of, Technol Leadership & essential to defining, driving,
capturing, organizing, CEIALIOd) Governance controlling and overseeing the

searching, maintaining and implementation of Knowledge
disseminating the knowledge Management

Knowledge
Management

Focus on the identification,

capture and management of
core knowledge ,assets" in Content & People &
order to better access and Context Culture
exploit intellectual capital

Aligning key employee behaviors
and creation of a knowledge
management culture is essential
for a successful execution of the
KM strategy.

Processes &
Processes provide a structure that allows for con- Organisation
sistency and standardization in the capture, organi-
sation, maintenance and dissemination of knowledge
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2.4. Deloitte Framework — Maturity Model

Linked to our KM framework, Deloitte developed a KM maturity scan, which is used to measure the maturity of KM
within the organisation (both As Is as desired To Be). This maturity scan is an excellent basis to develop the KM

strategy.

| Strategic
alignment

Leadership &
Governance

People &
Culture

Processes &
Organisation

Content &
Context

Technology

Close alignment of Knowledge Management
sirategies with business strategies, along with
visible leadership support to reinforce the
importance of KM to the success of the
organisation.

Management support of Knowledge
Management, and the oversight to ensure that
KM activities are funded, approved, integrated
and meet business objectives.

The knowledge and matenals that need fo be
shared to ensure that dealers are successful in
performing their work and adding value to their
customers.

The behaviors, beliefs, interactions and cultural
factors required to support Knowledge
Management.

The techniques, activities and infrastructure and
resources required to systematically identify,
manage, share and apply our knowledge and
intellectual capital.

The tools and technical resources required to
support Knowledge Management..

Technology

Content & |

Context

il | Governance
1 _f—> Beginner
V) N - People &
~ Culture
Process &

Strategic

Alignment
4 rﬁ Leader

. 34— : Competitor

1 ~_ Leadership &
2 > Foliower .

Organization
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2.5. Challenges and opportunities for Knowledge Management

Common challenges we see in many organisations:

» There is no integrated KM vision or strategy
1. Strategic alignment + KM is not aligned with the overall strategy or vision of the DG or Agency
» The KM strategy or vision is not clear to the leadership or staff

»There is no or not yet a knowledge sharing culture

* Employees are not rewarded and encouraged for knowledge sharing

» There is a tendency of silo working, there is no collaboration cross boundaries
» There is no easy access to specialists or experts — use of unofficial networks

2. People and Culture

» There is no single source of truth: different versions of content are stored in different places

« Content is not complete, comprehensive or outdated and therefore not reliable

» The wheel is constantly reinvented because there is no access to lessons learned and expertise from others
» Lack of interlinked content or accessing interlinked content

3. Content and Context

* There is no concrete business case for KM

» There is no executive sponsorship for KM

« There is no governance model in place in order to drive the implementation program of KM
+» There are no success metrics in order to measure and follow up the success of KM

4. Leadership and governance

+KM is not integrated into the key business processes

5. Process and Organisation » Lack of standardisation in ways of working across the organisation

« Lack of efficiency and high response times due to long search time in order to find the right information
» Lack of KM organisation and clear KM roles and responsibilities to coordinate content creation

+ KM systems are not user-friendly enough (user experience)

« Lack of fit for purpose technology for example not the right collaboration platforms available
« Lack of integrated search engine enabling access to all content

+ No integration between key systems enabling easy access

6. Technology
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2.6. Time to vote Q

Strategic Alignment
“What is the biggest challenge in your DG/Agency regarding Strategic Alignment?”

“There is no integrated KM vision or strategy”: SMS 1 to 8863
“KM is not aligned with the overall strategy or vision of the DG or Agency”: SMS 2 to 8863
“The KM strategy or vision is not clear to the leadership or staff”: SMS 3 to 8863

Free SMS system
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2.6. Strategic Alignment

Success requires business strategies to be part of employees’ everyday actions and decisions. Establishing a clear vision and link
between organization strategy, business objectives and knowledge management strategy and practices is imperative to creating a
shared understanding amongst leaders and staff around the decisions, actions, behaviors and messages required to execute the strategy.

14

1 — There is no vision or strategy on KM

N
£ 8CaLm |
LRl N e Y
& HNRA M
NN Sl
R Py > |
o bt i S 4
Q/-\.‘“,e— = b'/ ) ﬁ
2 TEAMWIRK,

Strategic workshops with top management
should lead to a concrete vision and strategy

2 - There is a vision and / or strategy on KM but it is
fragmentary

KM strategy needs to be aligned with
Overall organisation strategy

3 —There is a vision and / or strategy on KM but it is
not endorsed by the organisation

‘ Who + What #+ How

Shared Identity Direclional Intensity Common Interpretation
(Belong) (Belleve) (Behave)
Whare In the organizalion do Will people act? How does an organization

people Identify? operatz and want to operate?
Committed Gaing to do what it takes to achieve the

. gl
—‘ " In faver if you ask them, but think
. Supportive achieving the goal is someane else's job
; ; @ wont .
o 't say a word against the goal, but are
Actions in order to make people act M VU  aing aee ivey ey have
“AS ONE”
u Never read the e-mail about the goal, orif
e they did they do not remember it
. Opposed A few saboteurs and a lot of people

talking about what a bad goal this is

endorsed KM strategy and vision

© 2014 Deloitte

4 — There is an organisation-wide communicated and

i
|



2.7. Time to vote

e

People and Culture

“What is the biggest challenge in your DG/Agency regarding People and Culture?”

“There is no or not yet a knowledge sharing culture”: SMS 1 to 8863
“‘Employees are not rewarded and encouraged for knowledge sharing”: SMS 2 to 8863
“There is a tendency of silo working, there is no collaboration cross boundaries”: SMS 3 to 8863

“There is no easy access to specialists or experts — use of unofficial networks”: SMS 4 to 8863

15

Free SMS system
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2.7. People and Culture

3%

Creating a culture that shifts from “knowledge is power” to “we share our knowledge because we and our organization benefit
from it" is a very long journey. User adoption is created in stages and needs a multi-angled approach.

User adoption curve

Toolbox
From the toolbox, organisations should
define which change management
techniques fit the most for their culture and
organisation. Some examples are listed
below

4. Own

2, Understanding ° Commlér’:lca;c.lon actions

. oryline

* Use of different channels and
methods

« Communicate case for change and

‘what'’s in it for me’
‘ ' Training

» Use of innovative techniques
— - ; (gamification, e-learning)
Communication, change and training strategies and plans s Takis el o neer Fendinass
of the systems into next phases of
the project
Change actions
» Creation of a network of
ambassadors
. » Look into rewarding and
o : institutionalisation (eg. HR
—_— i3 processes
e =) = [ T~ « Enterprise gamification
* Use cases
Leadership coaching and alignment

1. Awareness

| ——

|
|
|




2.8. Time to vote

Content and Context

“What is the biggest challenge in your DG/Agency regarding Content and Context?”

“There is no single source of truth: different versions of content are stored in different places”. SMS 1 to 8863
“Content is not complete, comprehensive or outdated and therefore not reliable”: SMS 2 to 8863

“The wheel is constantly reinvented because there is no access to lessons learned and expertise from others”:

SMS 3 to 8863

“Lack of interlinked content or accessing interlinked content”: SMS 4 to 8863

17

Free SMS system
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2.8. Content and Context

Identifying business critical content & expertise and understanding the context of the events or situations in which it is used is
imperative to delivering the right information to the right people at the right time. Employees will only engage in knowledge

sharing practices if they get the information they need when they need it.

Asset

Identify and
gather

Apply
categorization

18

An asset is a single set of information captured in documents or plain text containing applied knowledge on a specific
area of practice which needs to managed in order to preserve intellectual capital of an organisation

* Gain understanding of what content and expertise is needed
+ |dentify content produced/ used and its systems within organisation
Understand how knowledge is shared, used by analyzing business processes and social
network producing, sharing, using and contributing to knowledge

i
il
i
I
|

i
I
]

+ |dentify conditions of when knowledge is considered relevant, critical and unique for an
organisation

* Knowledge needs to be structured: knowledge will be categorized into categories
+ A taxonomy and folksonomy will support organisations in organizing, classifying and
managing their knowledge
» Depending on the organisation, their way of working, culture and complexity of their
knowledge the more traditional taxonomy (classifying in a predefined structure) will apply
or afolksonomy (own determined tags)

Asset Inventory

Taxonomy
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2.9. Time to vote S~

Leadership and Governance

“What is the biggest challenge in your DG/Agency regarding Leadership and Governance?”

“There is no concrete business case for KM": SMS 1 to 8863
“There is no executive sponsorship for KM": SMS 2 to 8863
“There is no governance model in place in order to drive the implementation program of KM”: SMS 3 to 8863

“There are no success metrics in order to measure and follow up the success of KM”: SMS 4 to 8863

Free SMS system
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&
2.9. Leadership and Governance :ﬁ‘

Creating a governance structure with a clear sponsorship from the top management is essential to defining, driving, controlling and

overseeing the successful implementation of knowledge management. Effective governance translates executive decisions into company-wide
behaviors and ensures adherence to knowledge management practices. Assigning leadership roles and responsibilities is necessary to embed
and support knowledge sharing and organizational learning and set knowledge management priorities, commitments and resource allocations

Create a business case

Create sponsorship at top level

® | Searchd find 12428 N&y
5710 12 hourwesk/person

ngnapon 37
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— <o ovetew, doubla wark
-~ Goend, whel 4 e rght vervien?,
- *Onpapst
“No managementnor netificaten of Gontract
paramaters
- Nondeustonotiess

Create a governance structure with clear decision rights Define metrics to track outcome success

Koy Usage Sotinkics 8.4 ko Vo o ol ot Yo Industry Contributions
i dedon ¥ E
Strategic Steering Committee i\ o BT s A e ? = X R The LS&HC practice contributed the majority of content for the fourt
(Board of Directors) . “ A B K _g ,f
Strategic decisions, stop-and-go A w B B R April 2006 Contributions
mechanism i | B R | Other, 190
il {
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2.10. Time to vote N\~

Process and Organisation

“What is the biggest challenge in your DG/Agency regarding Process and Organisation?”

“KM is not integrated into the key business processes”: SMS 1 to 8863
“Lack of standardisation in ways of working across the organisation”: SMS 2 to 8863
“Lack of efficiency and high response times due to long search time in order to find the right information”: SMS 3 to 8863

“Lack of KM organisation and clear KM roles and responsibilities to coordinate content creation”: SMS 4 to 8863

Free SMS system
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2.10. Process and Organization

Leading companies typically create defined methods for sharing knowledge and expertise. Knowledge goes through different
lifecycle stages which need to be structured in a way that allows for consistency and standardization in the capture,

organization and dissemination of knowledge

KM Process Lifecycle

Business processes

Wil
i

Knowledge Network

KM Processes

- Common set of processes supporting every lifecycle phase of
knowledge

- Standardization of the execution of knowledge management
processes

22

+ Support communty

* Emsuring best
knowledge! intetectual
capital is comectly
leveraged, captured.
contributed and shared

Knowledge network

* Key roles and responsibilities to manage life cycle of knowledge
need to be assigned

* Knowledge organisation needs to be in place to ensure current
leading practices are kept up to date, shared and leveraged and
to support behavioral change

* Knowledge organisation is responsible for implementing new
processes and continually monitor the success of the
implementation

= Central vs Decentralized KM organisation set up depends on
characteristics of organisation

© 2014 Deloitte



2.11. Time to vote Q

Technology
“What is the biggest challenge in your DG/Agency regarding KM Technology?”

“KM systems are not user-friendly enough (user experience)”: SMS 1 to 8863
“Lack of fit for purpose technology for example not the right collaboration platforms available”: SMS 2 to 8863
“Lack of integrated search engine enabling access to all content”: SMS 3 to 8863

“No integration between key systems enabling easy access to knowledge”: SMS 4 to 8863

Free SMS system
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2.11. Technology

&
@
o3

Knowledge management requires tools and technology to support the integration and automation of knowledge sharing into
daily work activities. Technology helps to facilitate collaboration across the organization providing the right content and
expertise to the right people at the right time.

Content

Strategy

Key Steps

* Analyze Strategy, requirements and application
landscape

= |dentify components in application landscape that
Processes are critical for KM and propose a solution
architecture

Technology

» Design application roadmap closely linked to the
overall KM strategy

= Design content management strategy

» Design content migration strategy

Alignment of system landscape and turning a scattered landscape into a more streamlined application landscape
where existing systems are being used and re-positioned and where all KM related systems are integrated
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2.11. Technology

Our experience has led us to create the following leading practice Knowledge Management landscape.

Content Applications

Content, Virtual
Document & Collaboration

Records (Blogs,
Management Wikis)

Enterprise
Search &

Extranets Live
and Intranets Interaction

Communities ;
eLearning

of Practice

Taxonomy

Integration Services (EIA, ESB, Web Services, XML, Gadgets, Connectors)

Process Applications
Decision
Support
(Business
Intelligence
and Metrics)

Data Bases and Legacy
Data Applications
Warehouse and
Repositories

Enterprise Customer ; Sl Collaborative

Resource Relationship : Product
Planning Management Commerce
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3. Knowledge Management

- DG REGIO case

Hien Bui, DG REGIO




DG REGIO case

Knowledge Management at DG REGIO

Our vision on Knowledge Management

Our Project Products

Sharing our experiences

Conclusions

27
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Q&A

Nathalie Vandaele, Deloitte (lead)




Q&A

You can now ask all your questions. Deloitte provides a panel with subject matter experts in order to be able to answer

all questions in the best way.

Nathalie
Vandaele —
Director at

Deloitte

Moderator

Aart
Joppe -
Partner at
Deloitte

Expert
Technology

Sanne
Erven —
Manager at
Deloitte

Expert
Knowledge

-29 -

Nathalie
Matthijs —
Manager at
Deloitte

Expert

Change Mgt.

Hien Bui —
assistant of
the resource
director at DG
REGIO
KM project @
DG REGIO
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Thank you for your

attention!




Framework contract info




EAS Framework Contract

What is the answer to the needs expressed by the Human
Resources community within the EU institutions?

The European School of Administration launched a call for tender
(EPSO/EAS/PO/2010/116) to conclude a framework contract for the supply

of management training and associated services for staff of the EU
Institutions, Agencies and other bodies.

EAS framework contract epso/Eas/PO2010/116
= alrit M~ ltinag wae awarded |
Deloitte Zepite Consulinguas awarde

http://intracomm.cec.eu-admin.net/home/dgserv/eas/contracts-
mgmt.html

The overall purpose:

provide ad-hoc consultancy services to De|°|tte. ﬁ
those dealing with Human Resources
within the European Institutions, Agencies

: 2 : Nathalie Vandaele Tom Verstraete Fernando Aguirre
and other bodies relating to a variety of Bttt SstlorManagor~Breighie Andlias
Tall M - Deloitt Ph ©+3228002121
training and development needs and other i, sy e Cantract Mancger—EA5
human resource | and organisational Mobile: +32 497 050860 E-mail: Sphivesrteloyis il
issues. nvandaeEIefgade{lli:ﬁtte_com il i arribas@ec.europa.cu
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Bio of speakers

34

Aart Joppe — Partner, Deloitte BE

22 years of experience in Consulting for the
Private and Public Sector and the European
Commission in particular;
Leads the Information Management Service
Line;
Focus on information management,
document management and business
intelligence;
Recent KM experience
* DG REGIO - May 2013 - now.
Responsible Partner for the
implementation of knowledge
management (Wiki and
SharePoint).
* EWI (Flemish Government) —
2012: maturity analysis of KM, as is
analysis, gap analysis and to be.
Design of a strategic plan for KM.
« Large Pharma client — 2010-2012
Enterprise Collaboration program.

Nathalie Vandaele — Director, Deloitte BE

Almost 16 years of experience in Consulting
for the Public Sector and the European
Commission;

Leads the Human Capital Public Sector
practice;

Focus on organisational development,
change management, new ways of working
and knowledge management;

Recent credentials regarding KM:

« DG REGIO — May 2013 - now:
Overal programme manager for the
implementation of knowledge
management (Wiki and
SharePoint).

* Infrabel (Belgian Railways) —
September 2013 - now: guidance
of the new knowledge manager.
Overal programme manager of the
framework contract.

Responsible for business development in the
European Commission regarding Knowledge
Management.
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Bio of speakers

Nathalie Matthijs — Manager, Deloitte BE Sanne Erven — Manager, Deloitte NL

7,5 years of experience in Consulting for the * 8,5 years of experience in Consulting for
Public Sector and the European local government, private sector and the
Commission; European Commission;

- Focus on organisational development, * Focus on enterprise content management,
change management and communication, record management, information
new ways of working and knowledge management and knowledge management;
management; * Recent credentials regarding KM:

+ Recent credentials regarding KM: + DG REGIO - May 2013 - now:

+ DG REGIO — May 2013 - now: implementation of knowledge
implementation of knowledge management (Wiki and
management (Wiki and SharePoint). Lead of two work
SharePoint), lead of two work packages: knowledge intelligence
packages: user adoption and and methods and processes
evaluation; * TenneT: 2013: business

 Infrabel (Belgian Railways) — implementation of the new way of
September 2013 - now: guidance working including document- and
of the new knowledge manager. knowledge management
Project manager.

* Responsible for business development in the
European Commission regarding Knowledge
Management
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Bio of speakers

Hien Bui — assistant of the Resource
Director, DG REGIO

« 21 years of professional
experience, 14 years
within the European
Commission;

» Joined DG REGIO 2
years ago, after having
worked for DG TAXUD
and DG TREN for 11
years.

Focus on Knowledge Management since 1

year.

The initiator of the Knowledge Management

project in DG REGIO.

He is bringing his experience of conducting

large projects, to put Knowledge at the heart

of the DG.
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Contact details

Deloitte.

Aart Joppe

Partner — Technology
Information Services

Deloitte Consulting
Berkenlaan 8c

1831 Diegem

Tel.: +32 479 79 20 34
ajoppe@deloitte.com

Deloitte.

Nathalie Vandaele

Director — Responsible Human
Capital — EU Institutions

Deloitte Consulting
Berkenlaan 8c

1831 Diegem

Tel.: +32 497 05 08 60
nvandaele@deloitte.com

Sanne Erven

Manager - Technology
Enterprise Architecture

Deloitte Consulting NL

Laan Van Kronenburgh 2
Amstelveen — The Netherlands
Tel.: +31 6 100 425 90
serven@deloitte.nl

Deloitte.

Nathalie Matthijs
Manager - Human Capital

Deloitte Consulting
Berkenlaan 8c

1831 Diegem

Tel.: +32 479 57 94 32
nmatthijs@deloitte.com

Deloitte.
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Richard Doherty

Partner — Industry leader
— EU Institutions

Deloitte Consulting
Berkenlaan 8c

1831 Diegem

Tel.: + 32 477 28 81 59
rdoherty@deloitte.com

Karim Mouedenne

Partner — Responsible EU
Institutions

Deloitte Consulting
Berkenlaan 8c

1831 Diegem

Tel.: +32 475 56 13 07
kmoueddene@deloitie.com

Hien Bui

Hien Bui — assistant of the
resource director at DG REGIO

DG REGIO
Tel.: +32 2 296 65 40
Huy-Hien.Bui@ec.europa.eu
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