10-Step / 4-Phase
Phase 3 and Steps 9

Manage Change, Culture, and
Reward Structures

KMT- 13
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Managing Knowledge for e-Enterprise Performance
RADICAL DISCONTINUOUS CHANGE

DESIGN FOR AGILITY,

LEXIBIL D AD BIL -
ERP, EAI, EEAI, FLEXIBILITY AND ADAPTABILITY Communities

CRM, SCM, i SENSE-MAKING of Practice,
Workflows, BPR, INFO PROCESSlNGﬁ MODEL Customers,
: MODEL )
Intelligent Agents, Suppliers,

Best Practices KNOWLEDGE MANAGEMENT Partners

for e-BUSINESS MODEL INNOVATION Emergence

Engineering Design g, B2B, B2E, P2P... and Beyond  ‘e-Agility’ Foous

‘Machine’ Focus

TIGHT SYSTEMS ﬁ LOOSE SYSTEMS Out of

In Control Optimization and Agility, Flexibility, Control

Efficiencies and Adaptability
INTEGRATION

OF DATA, KNOWLEDGE KNOWLEDGE
ACTIVITIES & HARVESTING & CREATION &
PROCESSES EXPLOITATION RENEWAL

CREATIVE
ABRASION
& CREATIVE
CONFLICT

Source: Malhotra, Yogesh. Enabling Knowledge Exchanges For E-Business Communities. Information Strategy: The Executives Journal,
v. 18 no 3 (Spring 2002) p. 26-31
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stomer Driven
wihal Communities
lier Coopetition FROM COMPLIANCE TO COMMITMENT
n Business
cosystems

External Controls Self Controls for
for Compliance Commitment

uman Capital

Key Enabler Stable and Trust, Vision,
Predictable Motivation,
Knowledge Business Leadership,
Utilization Environment Empathy
OWLEDGE
PROCESS
Goals, ‘Wicked’
Knowledge Rewards, Business
Creation Penalties, Environment

Carrots, Sticks
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Meet SAIC's Chief Knowledge Officer

Press Room

MNews Releases The man described in the June 7, 1999 issue of Fortune Magazine
{"Knowledge Management at Work" by Thomas A, Stewart) as the
i o waorld's leading moneymaker in knowledge management recently
Annual Report moved from British Petroleum's London headquarters to Salc's
- corparate offices in San Diego. Kent Greenes, SAlC's Chief
we| Knowledge Officer, simply describes himself as a "scientist with a
SAIC Magazine  strong belief in the importance of people.”

Feature Articles

Industry Rankings

e . The importance of pecu_ple is l«:_ey tl:u_knl:uwledge managernent (KM}, one of the hl:_uttESt
W= == new approaches to doing business in the new millennium. In contrast to managing stores
- of data, KM uses leading-edge technologies to add a human face and contesxt to each

™ g body of data, Processes, in addition to being quantified, can be described ar

"

h = demonstrated by those who carry them out, Problem-solving sessions can be
—— face-to-face discussions even when the participants are a world apart by using
publications via e-rmail! technologies such as video conferencing.

and receive SAIC news 2

Learn Mare For a wery simple example of how KM warks, just think of how you might learn to tie a
necktie. ¥ou could reinvent the wheel -- ar, in this case, the knot -- or you could read

[ el [ 1 N
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[0 I Chief Knowledge Officer Critical Success Factors for Knowledge Management

F

Chief Knowledge Officer:
Critical Success Factors for
Knowledge Management

Richard T. Herschel and Heamid R Nemoti

This article examines attributes af the CEO positian and the backgrounds af the peapls whe
Al it Variations in the prescribed role for the CEO are reviewsd as are CEQ critical sucecess
Jactors. One critical knowledoe management issue, implicit-to-explicit knowledge

comversion, is investigated in some depth to reveal the unigue nature of issuer confronting
the CEO pasiion. Finally, the arguments for potentially not implementing o CEO functon

are discussed,

he Chief Enowledge Office and pressures of a rapidly changing global,
(CEO) iz a recent phenomenon information-hased economy make lnowl-
created to help manage a edge wital to organizations.

unique organizational asset — The “intangibles” that add value to most

intellectual capital. The CKO products and services are knowledge-based
an ncept of knowledge management — technical know-how, product design,
hawe comme to the forefront of management marketing presentation, understanding the
ﬂ“ﬂk’ng only within the past few years, yet customer, personal creativity, and innova-

doae Fararrin mnacde mo Dear el oot mae,
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CHIEF KNOWLEDGE QFFICER

- What is the role of 8 CKO in a8 public sector organization?
- What competencies and skills make a CKO successiul?
- What are the personal attributes of a CKO?

In an attermpt to put some boundaries and limits on the subject of KM as a useful
concept in the U5, Federal Government, a series of government and industry brainstorming
sessions were held in May and June 2000, The Federal KM VWorking Group sponsored the
government-industry-academia workshops at the Information Resources Management
College, National Defense University, to define the roles and responsibilities of a Chief
Knowledge Officer (CKIO), These workshops focused on the breadth of knowledge and skills
needed by knowledge managers, Participants in the first session included CKOs or
equivalents from the Federal government. The second session included CKOs or equivalents
from the private sector, primarily from information technology and consulting businesses.
Each group focused on the role of a CKO in a public sector organization, the competencies
that make a CKO successful, and the most important personal attributes CKOs must bring
to the job. An overall result was a deeper understanding of the importance of knowledge
management to organizations as seen through the eyves of both public and private sector
Chief Knowledge Officers. Dr. Robert E. MNeilson, IRMC, of the MNational Defense University
was instrumental in leading these sessions and bringing the work of the group to fruition.
MNDU hosts a website that addresses these important topics, see
http: Awww, ndu. edufinmc/km-cio rolefkm-cio-role. htrm.

The results of the sessions are discussed below,

What is the role of a CKO in a public sector organization?

[N Y [P o) S PN O NN SNSRI 1 SAP TR ] S S P oY e oM Y oHIE TN TN o SN SN NP e I
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U S. DEPARTMENT oj STA

About the F’mss and Travel and Guu’tnli Inte I-istury. Elher Empl ent
State Dept. Public Affairs Living Abroad and Cutture Eenter Services

[Frint Friendly Wersion]

Biography: Anthony Muse
Deputy Chief Information Officer for Foreign Affairs System integration and Chief Knowledge Offficer

Infarmation Resource Management's Foreign Affairs Systems Integration Office (RMFASD is responsible for Inter-agency [T
integration, collaboration and knowledge sharing. The Deputy CIO for FAS] s also the Chief Knowledge Officer for the State
Department.

hr. Muse became the Deputy Chief Information Officer for FAS and Chief Knowledoge Officer for the Department of State on
April 9, 2001, He is a Senior Foreign Service Officer, joining the Department of State in 1938, At the beginning of Mr. Muse's
career in the State Department, he sered as an Information Systerms Manager and Computer Systems Analyst inWashington.
He then actively supported communications systems and computer hardware installations swhile teaching software and
system administration courses as the Regional Information Systems Office for the Bureau of Western Hemisphere Affairs. Mr.
Musewas then selected as one ofthe first Information Management Officers in the Department of State, where he senved tours
it Abidjan and Canberra as MO, wr. Muse returned to Washington in 1999 t0 serve as the Deputy Executive Directar far the
Bureau of Information Resource Management. Doring his distinguished careerin the Foreign Service, br. Muse has been
recognized for his contributions to the mission of information resource management in the State Department with 3 Group
Superior Honor Award and three Meritorious Hanor Awards.

Friorta his Foreign Service career atthe State Department in 1988, he held various positions in the puhlic and private sector
since 1976, His professional experience included serving as the Deputy Director ofthe lllinois Department of
Insurance, Regional Treasurer for Prudential Insurance Company, Marketing Representative for International Business

Machines, and Regional Marketing Director and Senior Technical Consultant for'Wano Laboratories. br. Muse holds a
Harhelnt's denree in Eronormics fromn Haneard | lniversibe
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5B5 Press Releaze 02-Oct-2000
CHIEF KHOWLEDGE OFFICER BROUGHT ON BOARD BY $BS TO SHAPE ITS ONLINE
BUSINESS ADVICE SERYICE

Chief Knowledge Officer brought on board by Small Business Service to shape its
online business advice service

John Gibbons, has been announced today (2 Gctober 2000) az the first Chief Knowledzge
Officer of the Small Buziness Serwice (SB5). This role will focus heawily on shaping the
SB5'z online business advice service, which has been in pilot phaze for the last six
months, 1t will also involve a significant degree of Knowledge Management within the
SES,

Speaking at ‘Futuretizion' - the Mational Conference and Exhibition for Buziness
sSupport, David Trwin, Chief Executive of the tmall Buzineszz Service zaid:

"e recognise that knowledge drives many businesses now and indeed is a significant

driver of the economy. John's appointment is recognition of this."™

"We expect the online business advice service to complement the huge knowledze baze
that already exiztz within the Buzines: Link netwark, and provide an invaluable
information source far all 5MEs in the UK,™
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The Rising Star of the Chief Knowledge Officer

This article by Mick Bontis provides senior managers with a
comprehensive overview of knowledge management, It also
describes how a chief knowledge officer can leverage his ar
her company’s intellectual capital, The article consists of three
sections: a summary of the latest statistics on knowledge
rmanagerent; an outling of the CKO's main responsibilities; and
a description of the challenges that senior managers face in
implementing and sustaining an effective knowledge
managerent program.

Chief knowledge officer

Managing the Knowledge Manager

In a 1998 survey of Morth American senior executives, 77
percent rated "improving the developrment, sharing, and use of
knowledge throughout the business" as very or extremely
important, But should companies appoint a chief knowledge
officer (CKO) to do the job? Wwhat can be done to ensure that
the CKO unlocks a company's latent potential? The Mokinsey
Quarterly has found out by asking CKOs at various companies
for their views about the make-or-break factors, Mote that you
need to register to read the full article.

NewsLetter u i:

G’LSR:@

1 866-524-0222
info@ckoonline.com
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Chief Knowledge Officer
Office of Knowledge Management

Hature and Controls

The position of Chief Knowledge Officer is located in the immediate office of the Administrator of the General Services
Administration and repaorts directly to the Administrator. The position is one of four "Chiefs" for knowledge, [T, human resources, and
finance, and is, therefare, a key leadership position for the agency. The incumbent operates within a broad mandate to maximize
G5AYs intellectual capital, and manage knowledge to the benefit of its mission and employees.

Duties and Responsibilities

As the Chief Knowledge Officer for the agency, the incumbent is responsible for ensuring that GSA employees have the right
inforrmation at the right time in the right place. Knowledge lives in people, while data and information reside in computers. The CKO
provides the leadership required to successfully transform G3A into a learning organization that is flexible, agile and open to
change.

YWorking cooperatively with GSA?s CFO, CPO and ClIO, the CKO builds collabarative work environments, infrastructure, resources
and skills to provide the necessary enterprise architecture for knowledge management within GSA.

The CKIO senves as chief advisar to the Administrator, Deputy Administrator and Chief of Staff on all matters pertaining to knowledge
management, including the identification of goals, strategy, tools, measurements, targets and project management.

Develops program management structure to support GSAYs major business lines and regional offices in selective pilot and
demonstration projects related to knowledge management. Encourages, coaches, steers and directs, where necessary, these GSA
initiatives to deliver positive and measurable results to the organization.

Serves as primary spokesperson, baoth within and outside of the agency for GEAYs knowledge management program. Hepresents
G54 at conferences, forums, consortia and academic seminars, as well as, to the print media, and serves as the chief GSA expert
on knowledge management.

Develops knowledge and skills of G5A audiences at all levels, including the leadership, SES, middle management, knowledge
workers and entry level workers in the full range of knowledge management and development.

Identifies highly knowledgeable and skilled employees, and ensures that they maximize these skills in their jobs and in their
© Copyrig 0[0
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“As the Chief Knowledge Officer for the agency,
the incumbent 1s responsible for ensuring that
GSA employees have the right information at the
right time 1n the right place. Knowledge lives in
people, while data and information reside in
computers. The CKO provides the leadership
required to successfully transform GSA into a
learning organization that is flexible, agile and
open to change.”
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sharing

insight

Back to thought capital overview

thought capital

The Chief Knowledge Officer as a Source of Business Yalue innovation center
avents

Chris Mewell, Ph.D., Chief Knowledge Officer, as interviewed by Dawid
Hanssen, Consultant

Download the Full Report

Abstract

The Chief Knowledge Officer can be critical to the success or failure of
knowledage rmanagerent initiatives, David Hanssen's interview with Wiant CKO
Chris Mewell reveals how companies can get the most business value from
the role from this relatively new, frequently misunderstood role.
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Things We Think

The Chief Knowledge Officer as a Source of Business Value
An Inferview With Chris Newell

The role of the Chief Knowledge Officer (CKO) is a relatively new one, and one that is
widely either not understood, or misunderstood. In part for this reason, many knowl
edge management initiatives don't deliver the valua that was hoped for. Viant's David
Hanssen sat down with CKO Chris Newell to talk about how to make the CKO success
ful and about getting business value from knowledge initiatives.

David: Thanks for talking with me about the role of the CKO. To start off, can you help mea

understand what led people to want to create the CKO role in the first place?

Chris: Well, | think there were a couple factors, The first was that organizations were
getting both internal and external pressure to create more customized products and
services = and to do it faster and better. Second, many had concluded that there was
strength and competitive value in the sum of their existing knowlaedge. A company's
creative know-how and innovation processes are people-intensive and build heavily on
what the company already knows. But, in most companies there is no leader to keep an

U REE AL FEEE R D I =R RN
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Chief Knowledge Officers Leverage Information

Hew jobs seek to parlay knowledge assets into real husiness henefits
By karen M. Carrillo

hief knowledge officer and chief learming officer are the

newest titles hitting many [T organizations. While these jobs
cover a broad range of activities in areas such as research,
training, and information coordination, most people agree their
main abjective is to bring together and leverage pockets of
business and technical knowledge.

“Increasing the knowledge base of our workers 5o everyone can
make better decisions is the top objective " says Ogden
Forbes, who was appointed this month to the newly created

© Copyright 2002, Yogesh Malhotra, www.yogeshmalhotra.com, All Rights Reserved
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My‘th MNo. 10: Knowledge management needs a chief knowledge officer.

Yery few people--even those with knowledge in their titles-—-have overall responsibility for all
knowledge-management efforts within their company. And while the most successful knowledge-management
initiatives have sponsorship from top management, most [T managers dont see the need for a chief knowledge
officer.

"=ome of the most successful firms | know in knowledge management don't have a chief knowledge officer,”
says Prusak. "And some of those who do are not so successful”

One problem with appointing a chief knowledge officer is that, by definition, knowledge management ORACLE
encompasses broad areas of an enterprise--from [T to human resources to top management--and putting one  PESEETLLTET
person "in charge" of knowledge management is difficult, if not impossible.

At Doy, for example, Allen oversees knowledge management as it relates to the chemical company's [T
organization. But he has counterparts in Dow's human-resource, intellectual-asset management, and
strategic-development operations. "I'm not a CKO, and in general we dant believe we need to have ane at a
very high level," he says.

acient's Kalish, who does hold the title of chief knowledge officer, oversees a specific knowledge-management
operation of 30 technologists, knowledge services personnel, and trainers,

For some, the title of chief knowledge officer is a problem because it suggests that someone controls a
company's intellectual assets and is in charge of distributing knowledge. "lt's the use of knowledge that's
impartant, rather than the supply side,” says Gh's Mable. "Chief knowledge officer smacks of the supply side.”

Companies that create a chief knowledge officer post often don't instill the job with the kind of authority it
needs, says John Ladley, president of the Knowledge Interspace consulting firm, And doing so, he says, might
not even be possible: "To be effective on a global basis, a CKO would have to be as powerul as a CEQ."

What knowledge-management initiatives need, as with any corpaorate project, is sponsorship from ane or more
executives who can make things happen. WWagoner appears to have taken on that role at Gk, for example.
What determines the eventual success or failure of a knowledge-management effort, Prusak says, "is the
passion and the brains of whomever is sponsaring it." |

patiien tem e T
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el Position Descriptions
I:E'rt:;epﬁst Knowledge Management Career Area
% Department of the MNawy
T R:::::iﬁ Computer Specialist (Kknowledge Management)
el [epartment of Defense
il Chief Knowledge Officer (Information Technology)
Federal Energy Regulatory Commission
j Chief Knowledye Officer
1 =34
Information Technology Specialist
b DISA,
Knowledge Manager, Program Expert
554
Knowledyge Manager
554
Web-Based Knowledge Manager
534

Knowledye Management Specialist

Health Care Finance Administration
Knowledyge Officer/Learning Officer Duties
Minerals Management Service

Position
Descriptions




“The much commoner and well-established
role of chief information officer, or CIO,
although sometimes thought to be similar to
that of CKO, 1s quite different. CIOs have
distinct responsibilities - IT strategy, IT
operations, and managing the I'T function -
and so far have not formally taken on the full
range of knowledge management activities.
Where a CKO exists, there 1s also likely to be
a CIO, but the corollary 1s not true.”
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What is a Chief Knowledge Officer?
Michae! ). Ear!
Sloan Manaeement Review wia Gale Group

Dec 22, 1999 — Many ambiguities characterize the new
corporate role of CKO and knowledge management in
general,

In mary large organizations, and some small ones, a new
corporate executive is emerging - the chief knowledge
officer. Companies are creating the position to initiate,
drive, and coordinate knowledge management programs.
We have studied tuwenty chief knowledge officers [CKOs)
in Morth America and Europe both to understand their
roles and to gain insight on evolving knowledge
management practice,

An accepted definition of knowledge management does
not yet exist, although perspectives on knowledge
abound, Most of the CKOs we studied have little time for
such conceptualization, but they agree on three points,

1. KEnowledge today is a necessany and sustainable source
of competitive advantage. In an era characterized by
rapid change and uncertainty, it is claimed that
successful companies are those that consistently create
new knowledge, disseminate it through the
organization, and embody it in technologies, products,
and services.[1] Indeed, several sectors - for example,
the financial services, consulting, and software
industries - denend nn knnwledoe as their nrincinal waw
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Champions Of Knowledge Management:
Towards A Framework Of
Chief Knowledge Officer (CKO) Effectiveness
Steffen Raub
HEC - Management Studies
University of Geneva
40, bd du Pont-d” Arve
1211 Geneva 4, Switzerland
steffen. raubf@hec.unige ch

Charles-Clemens Ruling
Groupe ESC Grenoble
12, rue Pierre Sémard - BP 127
38003 Grenoble Cedex 01, France

¢_ruling@hotmail com

Track: Acedemic

Abstract
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