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Definitions




Knowledge Management (KM)

“It is the process of gathering data, information
and knowledge created within an institution for
the usage of the enterprise itself. (Semertzaki,
2011, p. 50)

“KM is an ongoing process or cycle in an
organization which starts with acquiring
relevant knowledge resources and continues
through their proper utilization.” (Agarwal &
Islam, 2014)




I<1\/I Perspect1ves
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computer appl1cat1ons T . .



Knowledge is of two kinds: We know a

subject ourselves, or we know we can find
information upon it. - Samuel Johnson




Knowledge, Information, Data
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Questions
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Questions

How does the KM tools used at the University of
Alberta Libraries (UAL) and Service Alberta (SA)

map onto the KM cycle?
What are the some of the challenges when
implementing or maintaining KM?




Why does knowledge have to be managed?

12



Why does knowledge have to be managed?

It transforms the stored knowledge and makes it
a valuable source.

It improves customer service and efficiency.

It streamlines operations and reduces costs by
eliminating redundant or unnecessary processes.
It facilitates more informed decision-making.




Literature Review
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History of Knowledge Management

Knowledge management originated from:

Information Management
Quality Management
Human Capital




Varieties of Knowledge

Tacit Explicit

In one’s head In the form of artefacts
E.g. the experience of E.g. books, documents,

customers, and databases, and policy
memories manuals
Others? Others?




Creating

Knowledge

Exchanging

Organization learning process

Capturing




Assess

Knowledge
capture & or
creation

Knowledge

Knowledge
sharing &
dissemination

Contextualize

Knowledge application & use

Integrated KM Cycle
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UAL and Service Alberta KM Systems
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Approach

Access how the University of Alberta Libraries

Service Alberta use of knowledge management tools
falls in the KM cycle phases:

Creation and Capture 1 Knowledge capure 2 Keoutedge sarie |8

andfor creation and dissemination

Sharing and Dissemination ﬁ
Update

Application and Use
Adapted from Dalkir (2011)

3. Knowledge
application and use

Source: Adapted from Dalkir (2011)




| UNIVERSITY OF
1. Creation and Capture by UAL <@ ALBERTA

Technology Tools Non-IT Tool

Google Drive Binder
Public Service Portal



https://www.library.ualberta.ca/staffhub/
https://www.library.ualberta.ca/staffhub/

Technology Tools

Google Drive
UAlberta Gmail
Personal
Delegated
Chats
Google Hangout
LibraryH3lp
Social networking

: . L UNIVERSITY OF
2.Sharing and Dissemination by UAL = ALBERTA

Non-IT

“Collaborative physical
workspace”
(face-to-face)
“Community of
practice”

(Agarwal & Islam, 2014, p.
335)




o UNIVERSITY OF
3. Application and Use by UAL < ALBERTA

Technology Tools Non-IT Tools

Event scheduling Workshops
Google Calendar




Service Alberta - KM Background Info.

Utilizes a knowledge base software called
RightAnswers (RA) - repository of “solutions”

Required ‘clean up’ as solutions contain broken
links, missing metadata, dated information,
orphan documents

Work in Progress...

Was only accessible to one ministry...now in the
works for allowing all Government of Alberta
ministries access.

Was using RA7 now upgrading to RA9




What is a knowledge base?

“In KM, is a software or platform used to collect,
organize, and facilitate access to information (usually
generated by your employees)”- Forrestal, 2015, p.3)

“...a good knowledge base does not just act as a
repository of information, documents and files, but
adds functionality to help users organize and put that
information in context, by connecting to related
information or resources...” - Forrestal, 2015, p.3)
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1. Creation and Capture by SA _A/tb‘-’/?’b“ Saniiee Mbarta

Technology Tools

Microsoft SharePoint
Microsoft Visio




Technology Tools Non-IT

Chat “Collaborative physical
Lync workspace”

Video conferencing




3. Application and Use by SA

Technology Tools

Content management
MS Sharepoint
Server

_A’(b@rbﬁ_l Service Alberta

Non-IT
Taxonomy




Challenges
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Challenges

Information
Current? Information needs?
Technology
Costs?
People
Vendors

(Foy, 1998)




Future Directions
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Automatic Content Generators

Bob outperforms other people
Meet Bob. by generating one great

Bob is very competent. knowledge article per hour.

Bob's replacement generates millions of
Meet Bob’s replacement. knowledge articles in the time it takes Bob
to create just one, for a fraction of the cost.

II \\\‘.!I \'\\:Il \"

Automated Content
Generation Software



https://www.if4it.com/knowledge-management-automated-content-generation-and-curation/

References

Agarwal, N.K. & Islam M.A. Knowledge management implementation in a library: Mapping tools and technologies
to phases of the KM cycle. VINE, 44(3), 322-344. Retrieved from

http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=fcs6A
N=28752859&site=eds-live§scope=site

Bloomfire (2015, September 4). Knowledge Management Software. Retrieved from https://youtu.be/1mgDf3djZFA

Botha, A. C., Kourie, D., & Snyman, R. (2008). Coping with continuous change in the business environment:
Knowledge management and knowledge management technology. Oxford, UK: Chandos Publishing.

Foy, P. S. (1998). Lessons from the field - part I. In Special Libraries Association (Ed.), Knowledge management: A
new competitive asset (pp. 37-49). Washington, DC: Special Libraries Association.



http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=fcs&AN=28752859&site=eds-live&scope=site
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=fcs&AN=28752859&site=eds-live&scope=site
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=fcs&AN=28752859&site=eds-live&scope=site
https://youtu.be/1mgDf3djZFA

References

Nonaka, I. (1991). The knowledge creating company, Harvard Business Review 69(6), 96-104. Retrieved from
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=bth&A
N=92010613065site=eds-livegscope=site

Semertzaki, Eva. Special libraries as knowledge management centres. Oxford, U.K.: Chandos Publishing

Townley, C. T. (2001), “Knowledge management and academic libraries”, College and Research Libraries, 62(1),
44-55. Retrieved from
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=I11s6A
N=5028625096site=eds-liveGscope=site

Turban, E. & Frenzel, L. E. (1992). Expert Systems and Applied Artificial Intelligence, New York: Macmillan.



http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=bth&AN=9201061306&site=eds-live&scope=site
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=bth&AN=9201061306&site=eds-live&scope=site
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=bth&AN=9201061306&site=eds-live&scope=site
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=lls&AN=502862509&site=eds-live&scope=site
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=lls&AN=502862509&site=eds-live&scope=site
http://login.ezproxy.library.ualberta.ca/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=lls&AN=502862509&site=eds-live&scope=site

Any questions?

You can find me at

tenguyen@ualberta.ca
@tanimoonwalk
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