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‘By 1999, knowledge management will generate as much hype, consulting revenues,

misunderstanding and genuine business value as business process re-engineering’
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Transformation from the industrial age to the knowledge age introduces a new environment with
new rules governing business. In this knowledge economy, competitive advantage primarily
depends on the quality of the organisation’s knowledge assets and on the ability to leverage these
assets. Currently, the market place attempts to measure these capabilities or intangible assets of
the organisation. This is evident in the high discrepancy found between the market value and
book value of organisations. A balanced portfolio of intellectual capital can be obtained through
the management of the organisation’s capacity to identify and solve problems in order to retain
the learning and avoid ‘re-inventing the wheel’ in the future.

The changes in the market place mentioned above are imperative to the need to manage the
company’s knowledge assets and place an emphasis on the importance of knowledge
management. Knowledge management implies the ability to manage and utilise the intellectual
assets of the company. This is passible by providing an infrastructure to capture and filter useful
knowledge and to make it available to enhance the effectiveness of the organisation’s decision-
making process.

Aside from the explicit or codified knowledge sources of the company, the wealth of the
company’'s knowledge resides within the tacit thoughts and experience of knowledge workers.
This creates a challenge, as tacit knowledge assets are difficult to manage. It is influenced by the
willingness to share knowledge and the time constrains experienced by knowledge workers,
which depends on the organisational culture and on the existence of trust relationships. In

Page il



addition, the quality of knowledge transfer is highly dependent on the level of face-to-face contact
between different parties.

The framework for a knowledge management initiative involves a holistic integration of the
strategic, process, technology and people dimensions of the organisation to enable the
intellectual assets of the organisation.

The strategic component of a knowledge management initiative, relates to the strategic direction
of the business unit, i.e. knowledge creation or —retention focus. This includes determining the
business objectives and strategic benefit of a knowledge management initiative. The people
component refers to the organisation’s culture maturity and preparedness for a knowledge
management initiative. The management style, reward practices and corporate value system also
exert an influence on the organisation-wide willingness to create and share knowledge.

A knowledge management initiative incorporates new processes to enable the knowledge
creation, preservation and re-use capability of the organisation. This includes new roles and
responsibilities for the management and maintenance of knowledge assets. The fechnology
considerations of knowledge management address the need for a corporate memory while
considering that knowledge workers have a limited capacity to attend to information triggers. This

requires innovative system solutions that provide relevant information to users.

The phased implementation approach of a knowledge management initiative includes steps such
as establishing a knowledge management strategy, developing a common understanding among
staff and assessing the organsation’s knowledge needs. In addition, it includes the development
of measures to indicate the success of the initiative and the development of the infrastructure
required to enable knowledge management.

Finally, the prime directive of knowledge management is to create and maintain superior
knowledge by making it available at point-of-need and enabling a learning-organisation culture for
the future.
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Transformasie vanaf die Inligtings-era na die Kennis-era skep ‘n nuwe sake-omgewing met nuwe
besigheidsreéls. Die kompeterende voorsprong in die kennisekonomie is geleé in die kwaliteit
van die organisasie se kennishulpbronne en die vermoé& om hierdie bates suksesvol te benut.
Huidiglik plaas die aandelemark ‘n premie op die intrinsieke waarde van organisasies wat bekend
staan as nie-tasbare bates. Die merkbare verskil in die markwaarde en die boekwaarde van
tegnologie-aandele is ‘n bewys hiervan. ‘n Gebalanseerde portefeule van intellektuelekapitaal
kan slegs gehandhaaf word indien die vermoé ontwikkel word om probleme op te los en ‘n
‘geheue’ ontwikkel word rondom leerervarings.

Bogenoemde faktore skep die behoefte om die organisasie se kennis te bestuur en plaas die
klem op die nuwe dissipline van kennisbestuur. Kennisbestuur behels die vermoé om die
intellektuelebates van die organisasie te bestuur deur waardevolle kennis te filtreer, te stoor en
instand te hou. Sodoende kan kennis in die organisasie beskikbaar gestel word waar dit benodig
word en uiteindelik die effektiwiteit van besluitneming in die organisasie verbeter.

Behalwe vir eksplisiete kennisbronne is die grootste waarde van die organisasie se kennis in die
implisiete gedagtes en ervarings van kenniswerkers gesetel. Die uitdaging verbonde aan
kennisbestuur is in die feit dat implisiete kennisbronne moeilik is om te bestuur. Die grootste rede
hiervoor is dat die kultuur van die organisasie bepaal tot watter mate vertrouensverhoudings
bestaan in die organisasie en hoe gewillig kenniswerkers is om hul kennis te deel. Nog ‘n faktor
is die feit dat die kwaliteit van kennisoordrag afhanklik is van aangesig-tot-aangesig kontak.
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Die raamwerk vir kennisbestuur behels ‘n gebalanseerde integrasie van die strategiese-, proses-,
tegnologie- en personeeldimensies van die organisasie ten einde die ontwikkeling van
intellektuelekapitaal in staat te stel.

Die strategiesekomponent van kennisbestuur hou verband met die strategiese rigting van die
besigheid, met ander woorde ‘n kennisskepping- of kenniskodifiseeringsfokus. Dit sluit die
bepaling van die besigheidsdoelwitte en die identifisering van die strategiese voordele van so ‘n
kennisbestuurinisiatief in. Die menskomponent hou verband met die volwassenheid van die
organsasie se kultuur en sy gereedheid vir ‘n kennisbestuurinisiatief. Die bestuurstyl,
beloningsprakiyke en waardestelsel van die organisasie het ook ‘n direkie impak op die
gewilligheid van werknemers om kennis te ontwikkel en te deel.

‘n Kennisbestuurinisiatief inkorporeer nuwe besigheidsprosesse ten einde die organisasie se
kennisontwikkeling-, beskerming- en hergebruikvermoéns daar te stel. Dit behels nuwe rolle en
verantwoordelikhede rondom kennisbatebestuur en instandhouding. Die tegnologiese-
oorwegings van kennisbestuur adresseer die behoefte vir ‘n organisasie-wye geheue en neem in
ag dat kenniswerkers ‘n beperkte kapasiteit het om aandag te skenk aan inligtingprikkels. Dit
vereis innoverende stelsel-oplossings wat alleenlik relevante inligting aan gebruikers beskikbaar
stel.

Die benadering tot kennisbestuurinisiatiewe behels fases soos onder andere die ontwikkeling van
‘n gemeenskaplike begrip rondom kennisbestuur en die versameling van inligtingbehoeftes in die
organisasie ten einde ‘n kennisbestuurstrategie te ontwikkel en te implimenteer. Verder behels dit
die ontwikkeling van metingskriteria wat kan dien as ‘n indikasie van die sukses van so ‘n inisiatief
en die ontwikkeling van tegnologie om die kennisbestuurvermoé& van die organsasie te
ondersteun.

Die primére oogmerk van kennisbestuur is om hoé& kwaliteit kennis te ontwikkel en instand te hou,

dit beskikbaar te stel by die punt-van-behoefte en om ‘n leergierige-organsasie-kultuur te vestig
vir die toekoms.
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COE Centre of Excellence

DMA Document Management API

DMS Document Management System

EDM Enterprise Document Management Software
EAI Enterprise Application Integration

GIs Geographical Information System

HTML Hypertext Markup Language

IDOM Integrated Document and Output Management
IR Information retrieval

KB Knowledge Base

KM Knowledge Management

OCR Optical Character Recognition

ODMA Open Document Management API

PDF Portable Document Format

TQaM Total Quality Management

WAN Wide Area Network
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GLOSSARY

Term

Description

Community of

"A group of professionals, informally bound to one another through exposure to a

Interest common class of problems, common pursuit of solutions, and thereby themselves
embodying a store of knowledge." [32]

Customer Capital | Relationships with customers and suppliers, brand names, trademarks and

(External reputation, or ‘image’ in the market.

Structure)

Human Capital The people assets of an organisation. It includes owners, employees, contractors,

(Personnel suppliers, and all other people who collectively bring to the firm their skills, know-

Competence) how, and individual abilities. Human Capital is one of the three major elements
comprising Intellectual Capital.

Intellectual The codified, tangible or physical described knowledge assets over which the

Property organisation may assert ownership rights and which can be legally protected by
law, e.g. patents, trade marks, trade secrets, copyrights, and products or services.

Intellectual The intellectual material that can be used to create value such as the intemal and

Capital external structure as well as personnel competence of the organisation. It is also
referred to as the intangible assets which is reflected in the difference between the
organisation’s market value and book value.

Knowledge The understanding, know-how and expertise produced by combining experience
with data and information in a tacit and explicit form.

Knowledge The systematic management of vital knowledge and its associated processes of

Management creating, gathering, organising, distribution, and using. It requires turning personal
knowledge into corporate knowledge that can be widely shared throughout and
appropriately applied an organisation.

Knowledge Employees who are actively involved in the process of using technology for

Worker collecting data, analysing information, communicating knowledge and acting on it.

Organisational
Capital (Internal
Structure)

The physical and technical infrastructure, concepts, models and patents that are
owned by the organisation and used to support the human resources, the

corporate culture as well as the internal networks of the organisation.
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