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Comptroller Gengral on KM
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Associate Director for Information
Technology & E-Government

Knowledge Management as key to Effectiveness

The President’s E-Government plan includes best practices in
areas such as supply chain management and financial
management, and knowledge management.



The Knowledge Life Cycle
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Emergent Versus Top-Down KM

Top-Down: Bottom-Up:
One Size Fits A Thousand Flowers
All Blooming

//y/

Source: Pricewaterhouse Coopers

\// \//_



| () KM.GOV - Knowledge Management in the Federal ... B

< < Mt ) a
Back Forward Stop Fefresh Horne = dwtoFill Frint Mail |
Address: @ hitp:/ Sweww kongow S
@ Live Home Page @ fpple Cornputer @ Apple Support @ Apple Store @ FMicrosoft MacTopia @ S »
ﬂ r —_— Tt G
3 - L V-' - b‘ H m“ﬁl IE[HI.II-IMI.E. Guy#rnEenl
ai Hot & Group Group Interest Evenis & Federal CIO
W Home Late Breaking Members Documents Groups HResources Conferences e-KM Council
==
g
<
— Knowledge management is the discipline dedicated to more intentional means of people
= creating and sharing knowledge - data, information, and understanding in a social context -
g to perform the right organizational or business actions.
o Department of the Navy Community of Practice Practitioner’s Guide
'E Supporting communities of practice: a survey of community-oriented technologies
2 Etienne Wenger, 3/2001
= —
'_u Hot & Late-Breaking Working Group Members Events and =
1["j'| &) Internet zone S




Federal Leaders in KM
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Blueprint for GSA Knowledge Management
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OED

Team Place Community
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Welcome to where the geese meet!

& QuickPlace is a secure site that you can use to communicate with wour
team, share resources, and keep track of projects. This QuickPlace is for —
knowledge creating and sharing within OED to:

Improve service to customers on a more consistent basis (nationwide)
Share Best Practices

Find reliable resources

Prowvide additional tools to help each other

Support learning initiatives

Stay in contact

To browse through the Team Place, click any of the links in the table of
contents on the left. You might want to start in the Discussion area to
view messages posted by members, These might include questions about
hiow this community can best function, its goals, decision making
processes, how you'd like this web site organized, etc. The Library can
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Federal Property Disposal

Community




z3 Resource Center - Microsoft Intemet Explorer
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My InfoCenter to help others find you. Use our extensive Knowledge Bank to find
articles, papers and much morne. If you need it, Help Is just a click away
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PBS: Good Practices
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Customer Satisfaction Scores By Region
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Customer Satisfaction Survey

100%-
Long term customer satisfaction goal is 85%
90%-
< 85%
80% - 77%
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1993 1994 1995 1996 1997 1998 1999 2000

Source of Data: Customer Satisfaction Survey
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IrstGov - Knowledge to
Citizens
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State Government

Citizens
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Relationships

*Grants
Loans
«Joint Programs

Benefits

eL_ower cost to administer
*Closer Collaboration
«Better Financial Control

Relationships

*Request for Information
*Forms

*Payments

Loans

*Benefits

Benefits

«Service to the citizen
*Better Comprehension
*Greater Assurance
eIncreased Revenue
Faster Response

Federal Agency

g

Businesses &
Organizations
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A Relationships

A

Relationships

*Permits

*Regulation Compliance
*Enforcement

*Grants

eLoans

Benefits

*Simplified Inspection

eIncreased Compliance

eImproved Enforcement

*Better performance on policy objectives
eFaster Response

*Better Accountability

eIncreased Revenue

eInter-agency agreements
+Cross-agency services
«Joint Programs

Benefits

sLower cost to administer
Closer Collaboration
*Better Financial Control

Other Federal
Agencies
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Importa
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Three Pilot Communities

* Electronic Regulations - Moving Transactions Online.
Led by FERC, SEC &FTC

* Innovative Procurement- New Methods in Contracting.
Led by DoD & GSA

 Special Diabetes Program for Indians- Led by Indian
Health Service- Connects Medical Staff around the country.




Challenges for Federal KM

Bridging Organizational Stovepipes

* Linking and Leveraging all KM activities
 Embedding KM into performance

e Placing KM Activities

o Measuring Results



Qualitative Measures for KM

“Good, the more communicated, more
abundant grows.”-John Milton

e Stories and lessons are memorable
e Numbers and data come to life

e |_essons Learned and Best Practices



| essons Learned

Business
Purpose:

Strategy:
Leadership:

Culture:

People:

Technology:

Reason KM projects fail is a

lack

Thin

of...

K globally, act locally

Leac

ers champion and participate

Culture change and behavioral

shift

are hardest

Focus on people, not technology

Technology Is necessary but
not sufficient



| essons Learned

 Enlist, encourage, empower (baptize the evangelists)
» Develop solutions, services, and rewards
— Deliver specific solutions to specific customers
— Build KM into the way people already do their jobs

— Make services operational (including funding and
metrics)

— Reward knowledge sharers through promotions,
recognition, and time to learn and share

« Don’t try to solve the whole problem—just start
somewhere and solve part of the problem



“It's what we think we know already
that keeps us from learning.”

- Claude Bernard




