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ñKnowledge is information that changes something or somebody 
ðeither by becoming grounds for action , or by making an 
individual (or an institution) capable of different or more 
effective action .ò      ðPeter F. Drucker, in: The New Realities

Definitions of ñKnowledgeò

ñJustified belief that increases an entityôs capacity for effective 
action .òð Ikujiro Nonaka, Organization Science 5(1):14-37 
(1994).

ñI define knowledge as a capacity to act .ò 

ðKarl-Erik Sveiby, in ñThe New Organizational Wealth: 
Managing & Measuring Knowledge-Based Assetsò, 1997
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22 case studies
Å13 private corporations
Å6 government agencies

Å3 NGOs
in 9 Asian countries

Å21 case studies
Å9 NGOs

Å7 government agencies
Å5 development institutions

in the Philippines

SUCCESS FACTORS IN KM: ñORGANIZATIONAL ENERGYò

V Executive sponsorship

V Informal KM champion or formal KM position

V KM team which formulates KM strategy/program

V KM is linked to ñhigh-gain"/"high -painò points in the organization

V Training and internal communication on KM

V Internal budgetary commitment to KM



KM Benefit for You - 1



KM Integrates Three Slices:
ICT slice, HRD slice and QM slice
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CCLFI Framework
Right Knowledge to Support Right Action





Advantages of 5K©

SUITED FOR:

Å Smart organizations which go 
for cost-effective or ñlean and 
meanò KM

Å New or evolving organizations 
still improvising their business 
processes

Å Agile organizations which want 
flexible and adaptable KM

Å Organizations with multi-tasking 
staff

FEATURES:

Å Brings in customer-oriented 
tools in Quality Management as 
well as IT, HR and other tools to 
support the knowledge worker

Å Brings in ready-to-use and 
simple but high-value templates

Å Coaching-mentoring approach, 
both face-to-face and by email: 
ñlearning KM by doing KMò

Å Aligns KM to business objectives

Å ñLean and meanò KM



Examples of KM



Flow of Knowledge Across Eureka System of Xerox

Sources: ñEureka: Wissensmanagement im technischen Kundendienst bei Xeroxñ ((Knowledge management 
among customer service technicians of Xerox) by Andreas Reininghaus, Harald Minrath 

(http://www.symposion.de/wm -ph/wm-ph_05.htm )
and "Eureka! Xerox Has Found It" by Steve Barth (http://choo.fis.utoronto.ca/mgt/KM.xeroxCase.html )

600 tips submitted 
per month

19,000 technicians; 
50,000 calls per day

About 90% 
are accepted

36,000 validated 
solutions after 4 years

$ 6-8 million 
savings per year

Xerox-France moved from 
average to European 
benchmark performer


