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INTRODUCTION
Knowledge Management (KM) comprises of a range of practices used in an organisation to identify, creste,
represent, distribute and enable adoption of insights and experiences. Such insights and experiences comprise of
knowledge, either embodied in individuals or embedded in organizationa processes or practices. An established
discipline since 1995, KM includes courses taught in the fields of business adminigtration, information systems,
management, and library and information sciences. Morerecently, other fields, to include those focused on information
and media, computer science, public hedlth, and public policy have dso started contributing to KM research. Many
large companies and non-profit organisations have resources dedicated to internal KM efforts, often as a part of
their ‘Business Strategy’, ‘Information Technology’, or ‘Human Resource Management’ departments. Severd
consulting companies also exist that provide strategy and advice regarding KM to these organisations.
KM efforts typically focus on organisational objectives such as improved performance, competitive advantage,
innovetion, the sharing of lessons learned, and continuous improvement of the organisation. KM efforts overlgp with
Organisational Learning and may be distinguished from it by a greater focus on the management of knowledge
asastrategic asset and afocus on encouraging the exchange of knowledge. KM efforts can help individualsand
groups to share va uable organizational insights to reduce redundant work, to avoid reinventing the wheel per se,
to reduce training time for new employees, to retain intellectual capital asemployees’ turnover in an organisation,
and to adapt to changing environments and markets.
“Knowledge Management” is an evolving technology area and it’s very difficult to find a standard
definition of what it is. Here are two possible definitions:
“Knowledge management is the strategy and processes to enable the creation and flow of relevant
knowledge throughout the business to create organizational, customer and consumer value.”
According to American Productivity and Quality Center, “Knowledge Management is the broad process of
locating, organizing, transferring, and using the information and expertise within an organization. The
overall knowledge management processis supported by four key enablers: leadership, culture, technology,
and measurement.”

KNOWLEDGE MANAGEMENT & INFORMATION MANAGEMENT

Knowledge Management and Information Management is not the same thing. Information Management is
focused on data; knowledge is data put into a context that has meaning and includes other forms of “information”
that wouldn’t be found in an information system such astacit knowledge that existsin the minds of employeesin
the company. The “people’ dimension of knowledge management is very important and naturaly includes learning
and growth initiatives and cultural initiatives to promote sharing of information. Knowledge management is more
of away of thinking about how to manage a company in terms of its knowledge as a strategic asset.
Information management provides the “infrastructure’ to support knowledge management. Without information
management, knowledge management would be impossible; but information management, in itself, doesn’t go
far enough. What hasredlly fueled the interest in knowledge management isthe internet and corporate intranets.
There is such a huge amount of raw “information” out there; that it's overwhelming...there needs to be some
intelligent way to make some sense out of it. Knowledge Management provides that higher level context.

EVOLUTION OF QUALITY SYSTEMS
Over the years, quality and quality systems have evolved through a number of generations:
» Quality Control- Emphasizes on the reduction of defects through inspection and correction.
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» Quality Assurance- Emphasizes on designing and developing processes that are oriented towards

prevention of defects.

» Quality Systems- Emphasizeson quality assurance approach plus management system to provide corrective
action designed for continuous improvement.

> Fully Integrated Business Systems- Emphasizes on the notion of quality, takes on a broader context of

maximizing customer value to drive business results and is an integral part of the way the business is managed.

The 1994 version of the |SO 9000 standard is an example of a“quality system” and is primarily oriented towards
prevention of defects. QS-9000 and the Malcolm Baldrige National Quality Award standard are examples of

more complete business systems that link the essential elements of process quaity with the broader notion of

maximizing customer value and business results. The year 2000 version of the 1SO 9000 standard will further
close this gap with a much stronger emphasis on areas such as continuous improvement, customer satisfaction,

information management, and strategic business planning.

A number of significant changes have been identified in the direction of quality:

» Quality has gone from emphasis on the reduction of things gone wrong to emphasis on the increase in things
gone right for the customer and subsequent improvement in company sales and revenue growth.

» Quality has moved from the past focus on management of quality to emphasis on the quality of managing,

operating, and integrating the marketing, technology, production, information, and finance areas throughout a
company’ s qudity vaue chain with the subsequent favorable impact on manufacturing and service effectiveness.

» Buyersare no longer expressing their concept of quality as primarily some dimension of a product or attribute
of a service. They are instead approaching quality as a fundamenta buying discipline with expectations for

complete customer satisfaction measured in terms of their demands for affordability, for a product or service
that is essentidly perfect, and for an offering whose quality is determined by the user.

» Quadlity is no longer primarily atechnical subject. It isinstead the handle by which management leadership
makes a business more effective.

INTEGRATED BUSINESS SYSTEM

BUSINESS SYSTEM MODEL

The key to understanding how both Knowledge Management and Quality Systems fit together is to see the
operation of thebusinessasa*“ system”. Thevalue of treating abusiness organization asasystemisthat it helps
to break down the complexity and provides aframework for understanding cause-and-effect relationships within
the system. The following is a smplified model of a business system:

Figurel: Business*“ System” M odel
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This model is based on the “ balanced scorecard” approach. Theidea behind it isthat a combination of
financial and non-financial metrics are essential for effective business management.

Financia measures are inadequate for guiding and evaluating organizations' trgectories through competitive
environments. They are lagging indicators that fail to capture much of the value that has been created or
destroyed by managers actionsin the most recent accounting period. The financial measurestell some, but not
all of the story about past actions and they fail to provide adequate guidance for the actions to be taken today and
the day after to create future financia value.

Understanding the cause-and-effect relationships within the business as a system alows developing a more
proactive and planned approach designed for prevention of problems and anticipation of customer and market
requirements as opposed to the constant “fire-fighting” mode - reacting to problems and taking corrective action.
Many businesses react to changes in financial results without a complete understanding of what caused the
financia results to change. For example, a company might experience adecline in revenue and profitability that
may have been caused by poor customer satisfaction that took place months prior to seeing the financia impact.
If the cause-and-effect relationships are not well understood, the corrective action may betoo late to resolve the
problem or prevent it from happening, or even worse, it may not be effective at al if it attempts to “fix” the
wrong problem.

Managing an organization structure that is process-oriented and in which al processes work together to provide
superior customer value requires developing a“ systems thinking” approach. Peter Senge describes systems
thinking as. “A discipline for seeing wholes ... aframework for seeing interrelationships rather than things, for
seeing patterns of change rather than static snapshots ... [and] for seeing the structures that underlie complex
Stuations.”

George and Weimershirch have aso accurately described the role of systems thinking in business performance
intheir book, Total Quality Management:

The new management model is nothing more than a discipline for seeing your entire organization, the
interrelationships among people and processes that determine success and the patterns of change that demand
vigilance. In an increasingly competitive marketplace, you cannot hope to survive in a system that is out of
control. And it isout of control if you do not:

» Know exactly what your customers require.

» Have well-defined processes for trandating those requirements into internal actions.

> Align al of your tasks and processes along common goals and objectives.

» Use key measures to manage by fact.

> Involve everyone in continuous improvement.

» Understand and improve al your critical processes.

» Satisfy your customers.

The notion of viewing a business unit and its processes as a system seems intuitive if you accept the view that
those processes have to work together as an integrated whol e to achieve acommon goal of maximizing customer
value. However, very few businesses have really adopted systems thinking in the way they manage their business.
Most people are not used to thinking about their organizationsin thisway. We are dealing with complex structures
here, from the operation of acompany to the dynamics of a changing marketplace. People struggle to understand
how it al fits together. They puzzle over where to begin. They lack the discipline for seeing wholes. * Systems
thinking is the antidote to feeling overwhelmed and helpless,” Senge writes. ‘It offers alanguage that begins by
restructuring how we think.

The new management model accomplishesall this by focusing the entire company on the customer, then identifying
and improving the processes that lead to customer satisfaction. The new model is directed toward results, which
provide the link between customer requirements and the company’ s system.

Theideaof applying systemsthinking to business systems gained significant attention with the original publication
of Peter Senge' sbook The Fifth Disciplinein 1990. Peter Senge's ideas were right on the mark...Why then
are people not applying them in actual practice on a more widespread basis? George and Weimerskirch express
a possible explanation:

Responding to intense competition in arapidly changing world, they [managers] have been forced to seek other
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way's to be competitive. Many devour the closest meals first; laying people off, selling businesses, demanding
more from those who remain. Eventualy, these sources run dry. At this point, leaders and managers turn their
full attention to their companies, to the system they lead and manage, and while many notice the “hoof prints’ of
inefficiencies, errors, dissatisfaction, high costs, dow responses, and defecting customers, they cannot see the
sources of these problems... They know their companies could do significantly better if they could only focus
everybody’ s attention on what was important, but what isimportant? Where do we look first? How do we make
sense of this complex, confusing system we call our company? How do we attack something we cannot see?
Managers have been looking for an easy way out, but as Peter Senge points out, “the easy way out usually leads
back in” and there is obvioudly alimit to what can be gained without investing the time and effort to develop a
more systemic approach.

In reality, some companies simply downsize their existing organizations, call it reengineering, and force
fewer people to do the same work they did before. While we understand that market realities will sometimes
force businesses to take drastic steps, we question this approach. Companies who simply slash staff without
re-thinking how they operate will sacrifice customer service at a time when the marketplace demands
ever-higher service levels.

PRINCIPLESOF SYSTEMSTHINKING APPROACH

Seven principles that very crisply sum up what a“systems thinking” approach means are:

I.  Theorganization, like the human body, is a system; to make it hedlthy you must consider the whole, as well
as the parts.

Il. The organization, as a system, exists within a larger system, which also must be understood.

I11. Organizationa leaders must adopt systemsthinking to effectively manage an organization in today’ senvironment.

IV. Systems' thinking is more than a conceptua framework; it is a set of techniques, derived over the past fifty
or so0 years from the physical and social science, management and engineering.

V. Organizational leaders must understand the “dynamics of change” from a systems perspective.

V1. A systems based approach helps usto avoid “paradigm paralysis.” (One of the biggest benefits of adopting
a systems approach is that it enables us to see beyond the prevailing organizational paradigm).

VII. Tota Quality Management works when processes are improved with reference to the system, as awhole.

Systems' thinking is not something that only applies to the top-level managers, it needs to permeate the whole

company at al levels to have maximum impact. Processes are implemented and managed by people on a day-

to-day basis and the effectiveness of those peoplein many casesis one of the most important elements of overall

process performance and it’ s often overlooked.

CHARACTERISTICSOFA“LEARNING ORGANIZATION” THAT EMBODIESTHE SYSTEMS
THINKING APPROACH

“Systems thinking” is only one component of the culture needed to create a“Learning Organization”. Rapidly
assmilating information and acting on it to learn how to achieve higher levels of competitive customer value
requires an environment where people thrive on continuous learning and improvement. Peter Senge hasidentified
five fundamental characteristics of a*“learning organization” that embodies the systems thinking approach:

1. Systems Thinking —“isaconceptua framework, a body of knowledge and tools that have been devel oped
over the past fifty years, to make the full patterns clearer, and to help us see how to change them effectively.
Business and other human endeavors are also systems. They, too, are bound by invisible fabrics of interrelated
actions, which often take years to play out their effects on each other. Since we are part of the lacework
oursalves, it's doubly hard to see the whole pattern of change.”

2. Personal Mastery “isthe discipline of continually clarifying and deepening our personal vision, of focusing
our energies, of developing patience, and of seeing reality objectively. People with a high level of persona
mastery are able to consistently realize the benefits that matter most deeply to them — in effect, they approach
their life as an artist would approach a work of art. They do that by becoming committed to their own lifelong
learning... An organization’'s commitment to and capacity for learning can be no greater than of its members.”
3. Mental M odels“ are deeply engrained assumptions, generalizations, or even pictures or imagesthat influence
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how we understand the world and how to take action. The discipline of working with mental models starts with
turning the mirror inward; learning to unearth our internal pictures of the world, to bring them to the surface and
hold them rigoroudy to scrutiny. Continuous adaptation and growth in a changing business environment depends
on ‘indtitutional learning’ which is a process whereby management teams change their shared mental models of

the company, their markets, and their competitors.”

4. Building Shared Vision —* The practice of shared vision involvesthe skills of unearthing shared * pictures of

the future' that foster genuine commitment and enrollment rather than compliance... One is hard pressed to
think of any organization that has sustained some measure of greatness in the absence of goals, values, and
missions that become deeply shared throughout the organization.”

5. Team L earning —“ When teams are truly learning, not only are they producing extraordinary results but the
individual members are growing more rapidly than could have occurred otherwise... The discipline of team
learning starts with *dialogue,’ the capacity of members of the team to suspend assumptions and enter into a
genuine ‘thinking together’ ... The discipline of dialogue aso involves learning how to recognize the patterns of

interaction in teams that undermine learning. The patterns of defensiveness are often deeply engrained in how a
team operates.”

These characteristics are essential to develop an environment where:

» Theorganization and the peoplein it are open to looking at themsel ves honestly and objectively and recognizing
opportunities for improvement.

» Everyone in the organization understands the overall vision and how their role contributes to that vision.

» Thereisan amosphere that promotes |earning throughout the organization and sharing of learning to maximize
the knowledge embedded in the organization.

KNOWLEDGE MANAGEMENT STRATEGIES

Knowledge may be accessed at three stages. before, during, or after KM-related activities. Different organisations
have tried various knowledge capture incentives, including making content submission mandatory and
incorpor ating rewards into performance measurement plans. Considerable controversy exists over whether
incentives work or do not work in this field and no consensus has emerged.

One dtrategy of KM involves actively managing knowledge. In such an ingtance, individuas strive to explicitly
encode their knowledge into a shared knowledge repository, such as a database as well as retrieving knowledge
they need that other individuals have provided to the repository.

Another strategy of KM involvesindividua s making knowledge requests of experts associated with a particular
subject on an ad hoc basis. In such an ingtance, expert individual (s) can provide their insights to the particular
person or people needing this.

Four types of Knowledge Management projects have been identified in an article in the Sloan Management
Review:

» Create Knowledge Repositories  » Improve Knowledge Access

» Enhance Knowledge Environment » Manage Knowledge as an Asset

CRITICAL SUCCESSFACTORS

Critical success factors those are essential for Knowledge Management efforts:

» Knowledge management can be expensive, so inevitably, it gets support in afirm when it is somehow linked to
economic benefit or competitive advantage...Ernst & Young, for example, measures the amount of knowledge
it reusesin the form of proposals presentations, and deliverables and the contributions of its knowledge repository
for closing sales.

» Knowledge projects are more likely to succeed when they use the broader infrastructure of both technology
and organization...Of the two, technology infrastructure is the more accessible. It consists partialy of technologies
that are knowledge-oriented (for example, Lotus Notes and World Wide Web-based intranets)...Building an
organizational infrastructure for knowledge management means establishing a set of roles and organizational
groups whose members have the skills to serve as resources for individual projects.

» Finding the right balance in the knowledge structure is critical for many projects. Knowledge is fuzzy and
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closdly linked to the people who hold it: its categories and meanings change frequently. Consequently, knowledge
often resists engineering. The expert systems movement of the 1980's confirmed this problem: it proved to be
difficult factors to create rules that covered even narrow knowledge domains and even more difficult to update
and modify the structure. If arepository has no structure, it is difficult to extract knowledge from it.

» A knowledge-friendly culture, one of the most important factors for a project's success is one of the most
difficult to createif it doesnot already exist...In generd, if the cultural soil isn't fertile for aknowledge project, no
amount of technology, knowledge content, or good project management practices will make the effort successful.
» Clear purpose and terminology is particularly important for knowledge management. Normal business lan-
guage gives the impression of being fact-based, often drawing on military and natural science metaphors. But
knowledge management deals with things like complexity, uncertainty, and organic growth. That calls for a new
vocabulary, and managers aren't used to it. The language is more probing, it invites debate, and it exposes the
uncertainty we all have.

> Intimately and inextricably bound with people's egos and occupations, knowledge does not emerge from or
flow easily acrossrole or functional boundaries. Therefore, the motivation to create, share, and use knowledge
is an intangible critical success factor for virtualy al knowledge management projects.

» Successful knowledge managers recognize that knowledge is transferred through multiple channels that
reinforce one another. It is easy to devalue the need for face-to-face interaction. Some firms with knowledge
repositories realized that they had to regularly get contributors together, face-to-face.

> Like amost every other type of change program, knowledge management projects benefit from senior
management support. The researchers, however, found that strong support from executives was crucia for
transformation-oriented knowledge projects but less necessary in efforts to use for improving individua functions
Or Processes.

RELATIONSHIP OF KNOWLEDGE MANAGEMENT AND QUALITY

Knowledge management is beginning to make the transition from an intellectual area of study to a more
pragmatic approach that can be implemented in actud practice to drive business results. It is becoming recognized
that an effective knowledge management system must be based on:

> A way of capturing and organizing explicit as well astacit knowledge of how the business operates including
an understanding of how current business processes function.

> A "systems-gpproach” to management that facilitates assimilation of new knowledge into the business system
and is oriented towards continuous improvement/innovation.

» A common framework for managing knowledge and some way of validating and synthesizing new knowledge
asitisacquired.

> A culture and values that supports collaborative sharing of knowledge across functions and encourages full
participation of al employees in the process.

Without these basic elements asafoundation, it isunlikely that any knowledge management effort would succeed.
Those are, in fact, the same elements that are at the heart of an effective quality system:

» Theideaof explicitly defining how a business operates and the processes associated with it is one of the most
fundamental requirements of quality systems such as 1SO 9000.

» An underlying principle of 1SO 9000 is the emphasis on the overall management system. Quality is based not
just on having effective process controls, but on having an effective overal management system that provides a
framework for continuous improvement.

» The document and data control requirements of 1SO 9000 require companies to define a process for ensuring
that any critical information that is required for the performance of a business process is accurate, up-to-date,
and effective for its intended purpose.

» Because SO 9000 places an emphasis on processes that, in many cases are cross-functional in nature, it
forces companies to break down some of the organizational and functional “stovepipes’ that inhibit effective
sharing of information.

Knowledge management, like quality, has to be defined in the context of the businessit serves and, infact, it can
take on very different meaningsin different organizations that have different goals of what they want to achieve
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with it. Both should be aligned with driving business results and that requires an understanding of how the cause-
and-effect relationships of abusiness operate asasystem. A good strategy should answer the following questions:
» What is the business strategy? Who are the customers? What are their needs and expectations? Who are
the competitors? How does the business seek to differentiate itself to gain competitive advantage?

» What are the customer values that have the maost important impact on business results and what are the internal

factors that have the greatest impact on maximizing customer value?

» What role does “knowledge” play in achieving those results? What kind of quality system approach is
appropriate?

THE ROLE OF CUSTOMER VALUE

Customer Vaueis broader than customer satisfaction — customer value is the sum of the attributes of a product
or service as well as broader intangible factors that are important and “make a difference” to a customer.
Customer satisfaction is a measurement of how well a company meets those particular needs. Many companies
use a two-step approach to determine customer satisfaction:

» A qualitative approach to identify the drivers of their customer’s purchase behavior (Customer Vaue).

> Quantitative measurements to assess how well the company has met those expectations (Customer Satisfaction) .
Quality, in this larger context, is an aignment between the value proposition a company offers and the values of
the customersit is focused on serving.

The message of The Discipline of Market Leaders is that no company can succeed today by trying to be all
thingsto al people. It must, instead, find the unique value that it alone can ddliver to achosen market. The value
disciplinethat the company choosesto pursue should be acritical eement in defining its culture, business systems,
and processes. Three distinct value disciplines have been defined - the principle is that companies need to be at
least sufficient in all three of them but choose one in which to excel asit’s competitive differentiation:

» Operational Excellence: Companiesthat pursuethis[discipling] arenot primarily product or serviceinnovators,
nor do they cultivate deep, one-on-one relationships with their customers. Instead, operationaly excellent
companies provide middle-of-the-market products at the best price with theleast inconvenience. Their proposition
to customersis smple: low price and hassle-free service. Wal-Mart epitomizes this kind of company, with its
no-frills approach to mass-market retailing.

» Product L eadership: The second value discipline is called product |eadership. Its practitioners concentrate
on offering products that push performance boundaries. Their proposition to customers is an offer of the best
product, period. Moreover, product leaders don’t build their positions with just one innovation; they continue to
innovate year after year, product cycle after product cycle. Intel, for instance, is a product leader in computer
chips. Nikeisaleader in athletic footwear. For these and other product leaders, competition is not about price;
it's about product performance.

» Customer Intimacy: Thethird value discipline we have named is customer intimacy. Its adherents focus on
delivering not what the market wants but what specific customers want. Customer-intimate companies do not
pursue one-time transactions; they cultivate relationships. They specidize in satisfying unique needs, which
often they, by virtue of their close relationship with - and intimate knowledge of - the customer, recognize. Their
proposition to the customer: We have the best solution for you - and we provide al the support you need to
achieve optimum results and/or value from whatever products you buy.

One point deserves emphasis. Choosing to pursue a vaue discipline is a central act that shapes every
subsequent plan and decision a company makes, coloring the entire organization, from its competencies to its
culture. The choice of value discipling, in effect, defines what a company does and therefore, what it is.

SHIFT TO A PROCESS-CENTERED ORIENTATION

The company’s business processes are what create customer value and achieving superior customer value
requires superior business processes; yet, most organizations are optimized to achieve functiona excellence
rather than overall process excellence.

If our purpose is to create value and processes do that, then better processes will do it better. However, this
principle aso runs counter to the beliefs of most managers.
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Adopting a process orientation can mean a range of things.

» At aminimum, it means that companies should invest in defining what their critical business processes are
so that they are aware of the tasks and functions that make up those processes and adopt appropriate metricsto
characterize their performance.

» A more complete approach would be to realign the entire company and organi zational responsibilities around
aprocess-orientation. However, there is no company that the researcher is aware of that has completely shifted
to atota process-orientation from amoretraditional functionally-oriented structure and it’ snot clear that such an
approach would produce optimal results ether.

The right solution is probably somewhere in between these extremes:

» We do not recommend that processes become the only basis for organizational structure. Functional skills
are important to a process orientation, as is concern for product management and the running of strategic
business units.

» Most firmsarewell advised to adopt a multidimensional matrix structure, with process responsibility asakey
dimension. An organization that wishes to benefit from process perspective must be prepared to tolerate the
well-known problems with matrix structures, including diffusion of responsibility, unclear reporting relationships,
and excessive time spent in coordination of activities and meetings.

The most important point isthat regardless of how the organization is structured, process thinking should permeate
the entire company as a predominant way of managing the business.

In the process-centered organization, this program of process improvement is not a secondary and peripheral
activity. It is the essence of management. The process-centered organization embodies the notion that one
manages a business not by managing budgets, departments, or people but by managing processes.

A well-designed quality system and a knowledge management approach are almost inseparable and
each supportsthe other. Both have common goals of creating an environment that supports|earning and
continuous improvement.

CONCLUSION

If the 1980’ s were about quality and the 1990’ s were about reengineering, then the 2000’ s will be about velocity,
about how quickly business itself will be transacted, about how information access will dter the lifestyle of
consumers and their expectations of a business. Quality improvements and business process improvements will
occur far faster. When the increase in velocity is fast enough, the very nature of business changes. A new
“systems approach” to management is needed to support this direction.

IMPACT OF KNOWLEDGE MANAGEMENT

Knowledge management, if it is applied correctly, is not another fad - in fact, very little of the technology is
radically new, but it isvery likely to become the most important factor in many businessesto determine competitive
success. The need to more effectively manage knowledge has become more urgent due to the rapid expansion
of information and the broad proliferation of computers and worldwide communications capabilities such asthe
internet. Companies that ignore those trends are likely to loose competitive advantage while the payoff from
increased focus on knowledge management can be significant in anumber of areas which are discussed below:

PRODUCT DEVELOPMENT AND INNOVATION

Probably, the highest impact areais in the development of new products and services. The two major potential
areas of benefit in that area are identified:

1. Getting the Right Product Out

More effectively using market and customer information to help guide the development of products and services
can substantially reduce the risk of new product development. Hewlett Packard, for example, maintainsalarge
database of customer comments about products. When an HP employee receives acustomer complaint, comment,
or suggestion for improvement of any kind about an HP product or service, he/she can input it into their database.
The devel opment engineers and product managers can use that information to help plan future products.

Price Waterhouse is an example where knowledge is the product they sdll in theform of consulting services. To Price
Waterhouse, maintaining competitiveness means that they have "no choice but to create and leverage knowledge.

2. Getting Products Out the Right Way

Companies that have experience with the development of new products should know what works ard what
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doesn't. Y et, more often than not, the experience and learning of past development efforts do not make their way
in an organized and deliberate fashion to current initiatives. The result is costly waste of time and resources. To
eliminate unnecessary delays, companies can bring together people who've been through the new product
development process with those who are devel oping the next generation, in order to:

» Avoid prior mistakes, » Build on market knowledge, and > Cut cycle time.

OPERATIONAL EFFECTIVENESSAND EMPLOYEE PRODUCTIVITY

Using knowledge effectively to leverage employee productivity and operational effectiveness can aso have a
very largeimpact. A prime examplewould be sharing information regarding best practicesto improve operational
performance. Other examples would be using information more effectively in knowledge-intensive areas of the
business such as using knowledge basesto rapidly identify and implement solutionsin the customer service area.

CUSTOMER INTIMACY
Finally, more effectively organizing and tracking what is known about particular customer needs and preferences
can help a business customize its products and services to particular customers.

INTER-RELATIONSHIP OF QUALITY SYSTEMSAND KNOWLEDGE MANAGEMENT
Both quality systems and knowledge management are tools to help achieve business goals. Many companies
have fallen into the trap of pursuing the latest management “fad” and both knowledge management and quality
systems such as SO 9000 have aso been misapplied.
» There are many instances where there has been a superficia implementation of 1SO 9000 “by the book”
without tailoring it to meet the needs of the business. Typicaly, that type of effort results in very little red
improvement and only added bureaucracy.
> It isaso very easy to misapply knowledge management if it is not closely coupled with real business needs.
The most important thing to do; therefore, isto first define the goals to achieve in the business system and then
as a second step, examine how both quality systems such as 1SO 9000 and/or knowledge management help
achieve those goals.
A very smple exampleis shown below. ..some businesses, by their very nature, require high levels of control and
consistency and have less need for innovation. Some are at the other extreme and have higher knowledge
content and a greater need for ongoing innovation:

Figure: 2

High Levels of Control and High Levels of Flexibility
Consistency Required and Innovation Required

Hybrid Quality System/
“Traditi orz\l Quali r|1 ty System Knowledge Management Kegr o UT\'/I ness :
pproac Approach now A%gro air;laganm

The optimum point would probably be at different points on this spectrum for different types of businesses. A
nuclear power plant, for example, hasaneed for avery high level of control and consistency, and any “innovation”
must be carefully controlled because of the associated risks and issues. A software services company that
requires rapid adaptation to new productsin avery complex and dynamic marketplace would probably be near
the other end of the spectrum.
Even within the same business, some areas might benefit from higher levels of control than others, and the needs
of the business might change over time. It svery easy to seethat trying to make a business more innovative (that
isalready weak in control and consistency in avery high risk environment as afirst step) might very easily lead
to disastrous results. Achieving some level of control and consistency seemsto be alogical first step.

(contd. on page 54 and 55)
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Empirical evidences in India aso suggest that income growth benefits those just below the poverty line while
progress is the slowest for the poor at the bottom line. Therefore, it is absolutely necessary for the central
government and the respective state governments to make sure that the benefits of the policy reforms should
reach the underprivileged rural mass so as to bridge the gap between haves and have-nots.

CONCLUSION

Undoubtedly, Chinaisfar superior to Indiain the agricultural sector. It is stated that an x % growth in agriculture
would give a 2x % growth in the overall economy. The messageisloud and clear. In order to make our nation a
developed one, Indian agriculture must grow rapidly and that must be the basisfor the evolution of astrong, small
and medium industry sector established in the rural and semi-urban areas. Also, agriculture is intended to
become not merely an efficient, eco-friendly production system, capable of meeting basic demands of therapidly
increasing population, but has to become a powerful instrument for a comprehensive socio-economic
transformetion of the country, including improvement in the quality of life of every individud. Thisis an exciting
opportunity and a chalenging responsibility for the policy makers and every other stakeholder.
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(contd. from page 11)

IMPLEMENTATION STRATEGIES

Having a defined system for managing quality and process improvement should be a foundation for amost any
knowledge management system to be effective and both efforts can be very complementary, if they are used as
toolsto achieve acompany’ shusinessobjectives. Thekey tothat synergy isawell-designed business management
system that provides an overal framework for both Knowledge Management and Quality Systems. The full
benefits of either approach will not be realized unless they are aigned with achieving business results and
implemented as a part of an overall systems approach to management.

The implementation of such afully integrated business system that provides al the benefits of a modern quality
system aswell as knowledge management capabilities can be quite complex and requires a considerable amount
of planning and skill to implement effectively. It is a multi-dimensiona problem and involves a broad level of
cross-functional collaboration that many companies are not well organized to support.

It isunlikely that any company will achieve that goal of an idedly integrated system and it is unclear how it will
be fully implemented, since this technology is still evolving rapidly; however, there are immediate opportunities
for companies that recognize the inter-relationship of these two technology areas.

» Companiesthat have implemented systemsfor managing quality can revitalize those systems and make them
more dynamic and more effective by incorporating knowledge management capabilities.

» Companies that are considering knowledge management efforts can improve the probability of success and
effectiveness of those efforts by understanding the benefit to be gained by having awell designed business and
quality management system as a foundation.

In either case, the approach should be focused on achieving real and measurable business results and should be
designed for incremental growth so that it can easily evolve as the technology in this area evolves.
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