Human Capital Knowledge Management in the Public and Private Sectors

Supporting Data & Statistics


	Statistic
	Source
	Target Sector

	Technology alone can’t provide a KM success story. According to Gotta at META Group, technology relates to about 20% of KM success. The important elements leading to success focus on organizational issues (50%) and process (30%).
	Banking on KM Solutions, KM World, Nov/Dec 2004
	Private


	Few banks share knowledge of internal resources to the extent that the World Bank does, according to Nancy Atkinson, senior analyst for Aite Group (aitegroup.com). “There’s a growing recognition that much of the [customer] knowledge that banks have is disbursed too broadly to be useful.” In one instance, Aktinson found an international bank with 32 different systems containing snippets of customer information.
	Banks Invest in KM, KM World, July/Aug 2008
	Private
(practices)

	The pilot system for the bank, which has more than 100 domestic outlets and total assets of more than US$7.2 billion, was a Web-based database whose contents were created and maintained by the call center's roughly 800 agents. Six months after its implementation, a survey of call-center agents found that 87% gave the system a "very high" satisfaction rating. Turnaround times per phone call, too, were slashed to 12 minutes from 23.
	The Curse of Success: Knowledge-management projects often look good in the beginning; But then problems arise, The Wall Street Journal, April 2007
	Private
(crm practices)

	After the first year, the average time-to-solution for high-priority problems was reduced to four hours from two days. Two years later, solutions for about 70% of problems encountered daily could be easily and quickly found among the 150,000 entries in the system.
	The Curse of Success: Knowledge-management projects often look good in the beginning; But then problems arise, The Wall Street Journal, April 2007
	Private

	Two-thirds of [survey] respondents said that improving their IT systems is a strategic priority over the next year in order to make their firms more customer-facing.
	Winning the battle for growth: Building the customer-centric financial institution, PwC's Global Financial Services Briefing Program, May 2008
	Private

	By 2010, around 60 percent of today’s experienced utility workers will retire.
	Retaining Knowledge Capital, Business Finance, May 2007
	Private (retention)

	The 76 million "Baby Boomers," {born between 1946 and 1964 and now over 50-55 years of age), who make up a third of the U.S. workforce are poised to retire in large numbers by the end of the decade, possibly taking with them a massive amount of critical business knowledge.
	Confronting the Global Brain Drain: Strategies from a major multi-company study, Lorrie Foster, The Conference Board, Nov/Dec 2005
	Private (retention)

	The overall rate of U.S workforce growth was 30 percent in the 1970s, 12 percent in the 1990s to present, but it is anticipated to be 2 to 3 percent and then level off at 2010 and beyond. By 2010, the number of 35 to 44 year olds, those normally expected to move into senior management ranks, will not grow but will decline by 19 percent. By 2010, the number of U.S. workers ages 45 to 54 will grow by 21 percent; the number of 55 to 64 year olds will grow by 52 percent. In Europe, the pool of workers ages 3S to 44 is expected to shrink by 19 percent in the United Kingdom, 17 percent in Germany, and 9 percent in Italy. In Japan, workers ages 35 to 44 w ill shrink by 10 percent and by 8 percent in China.
	Confronting the Global Brain Drain: Strategies from a major multi-company study, Lorrie Foster, The Conference Board, Nov/Dec 2005
	Private (retention)

	One-half of companies interviewed feels that the maturing workforce presents potential knowledge vulnerabilities. About one-third has conducted workforce planning studies and identified potential knowledge vulnerabilities. One-half has some kind of mentoring program in place to share and transfer knowledge.
	Confronting the Global Brain Drain: Strategies from a major multi-company study, Lorrie Foster, The Conference Board, Nov/Dec 2005
	Private (retention)

	Xerox’s Eureka database for communicating copier-repair tips among technicians cuts costs by about 10%.
	What’s Your Return on Knowledge?, Don Cohen, Harvard Business Review
	(ROI)

	Nearly one in three of newly hired employees leave the company voluntarily or involuntarily before the end of their first year.
	Best practices for retaining new employees: New approaches to effective onboarding*, PwC Saratoga & Global Best Practices Paper
	Private (retention)

	In total, Saratoga, a human capital consulting service of PricewaterhouseCoopers, estimates that costs can be 50 percent to 150 percent of the annual salary for the job.
	Best practices for retaining new employees: New approaches to effective onboarding*, PwC Saratoga & Global Best Practices Paper
	Private (retention)

	Looking at all industries, the average cost of voluntary turnover for exempt employees is approximately $106,000.
	Best practices for retaining new employees: New approaches to effective onboarding*, PwC Saratoga & Global Best Practices Paper
	Private (retention)

	During the recruiting and hiring process, companies collect information that plays an important role in compliance activities. Companies not in compliance with form collection and retention rules can face penalties ranging from $100 to $1,000 for each incorrect or missing form as well as negative publicity.
	Best practices for retaining new employees: New approaches to effective onboarding*, PwC Saratoga & Global Best Practices Paper
	Private (retention)

	Studies show that it costs companies between 30 percent and 40 percent of an annual salary to hire an employee, and leading companies know that they need to guard that investment.
	Best practices for retaining new employees: New approaches to effective onboarding*, PwC Saratoga & Global Best Practices Paper 
	Private ($retention bribes)

	Evidence indicates that the affinity of the creative class for new technology and their drive to stay connected makes them strong social media users:

• 7 out the top 10 US cities in terms of blogging activity are also top cities for Creative Class32

• 4 of the 5 top cities for Twitter users are top cities for Creative Class33

• The top 3 US cities in terms of text messaging activity are also top cities for Creative Class34.
	Enhancing Community, Collaboration and Communication: The Effective Use of Technology and Non-Technological Solutions, Mathew Ingram and Paul Regan, NGEN, May 2008

	Private (practices)

	As a result of its social networking between Proctor & Gamble (P & G) and other outside researchers, P & G has been able to boost its R&D productivity by 60%. If the company had maintained its existing research structure, says Larry Huston, “we’d be spending another billion dollars a year. We’ve gone from 4.8% of sales down to 3.2% of sales, which represents a billion dollars.”
	Enhancing Community, Collaboration and Communication: The Effective Use of Technology and Non-Technological Solutions, Mathew Ingram and Paul Regan, NGEN, May 2008

	Private (PRACTICES GOOD ONE!)

	At its lower and middle levels, the 2013 workforce is likely to be fully at home with digital technologies in the workplace.or able to master them quickly. Business leaders may be concerned about the size of the talent pool available to them, but they are confident that those they do employ in 2013 will know how to use technology effectively. A total of 82% of survey respondents share this optimism. Three-quarters also believe that senior executives like themselves will at least have a clear understanding of how technology supports the business objectives.
	The digital company 2013: Freedom to collaborate, A report from the Economist Intelligence Unit, Sponsored by: AT&T, Nokia, PricewaterhouseCoopers, SAP  and Concep, Return Path, WebEx, 2008
	Private (practices)

	Ambivalence reigns among surveyed executives when it comes to the role of social networks and similar collaborative applications: 44% say their firms will embrace these by 2013, but a large number are either undecided or say the reverse. Nonetheless, despite the doubts and perceived risks, these applications are likely to be fixture in tomorrow's workplace.
	The digital company 2013: Freedom to collaborate, A report from the Economist Intelligence Unit, Sponsored by: AT&T, Nokia, PricewaterhouseCoopers, SAP  and Concep, Return Path, WebEx, 2008
	Private

(practices)

	While only 27% consider IT a true partner in the business today and able to help the firm achieve most of its strategic objectives, 57% think this will come to be the case in five year's time.
	The digital company 2013: Freedom to collaborate, A report from the Economist Intelligence Unit, Sponsored by: AT&T, Nokia, PricewaterhouseCoopers, SAP  and Concep, Return Path, WebEx, 2008
	Private

	A recent study of US youth found that 76% of university students use IM and social networking sites, and 75% have a Facebook account.
	The digital company 2013: Freedom to collaborate, A report from the Economist Intelligence Unit, Sponsored by: AT&T, Nokia, PricewaterhouseCoopers, SAP  and Concep, Return Path, WebEx, 2008
	Private

	Howard Watson, the CIO of Virgin Media, a UK telecoms and media company, says that the ratio of desktops to laptops in the company is already about 65% to 35%. "Knowledge workers increasingly work at home or hot desk," he says, and he predicts that in the next five years, "desk-to-desk videoconferencing will become routine."
	The digital company 2013: Freedom to collaborate, A report from the Economist Intelligence Unit, Sponsored by: AT&T, Nokia, PricewaterhouseCoopers, SAP and Concep, Return Path, WebEx, 2008


	Private

	[For the purposes of this study,] the “Net Generation” or “Net Gen” (also known in some quarters as “Millennials,” “Generation Y,” and “Digital Natives,” among others) are those people born between 1977-1997, coinciding with the growth and spread of personal computers, the Internet, and interactive multimedia. In the United States, this group consists of nearly 80 million people, making it the largest generation in American history. Around the world, the Net Gen may comprise as many as 2.4 billion people.
	Blue Collar 2.0: The Future of Knowledge Work Beyond the Office, nGenera insight, Rob Salkowitz, September 2008.
	Private

	While 78 million Baby Boomers swelled the ranks of the U.S. workforce for the past 40 years, they are now heading into the final years of their working lives, with only 53 million GenXers coming up behind them. In addition, projections by the U.S. Department of Labor suggest that labor force participation rates by women have peaked and may be heading downward, further shrinking the pool of available workers.12 Short-term forecasts show that as many as 2.4 million production, skilled-labor, machinist, and shop-floor jobs could go unfilled in the United States alone by 2012.
	Blue Collar 2.0: The Future of Knowledge Work Beyond the Office, nGenera insight, Rob Salkowitz, September 2008.
	Private (retention)

	With turnover rates as high as 100%, and high costs associated with replacing and training new workers, retailers are always looking for ways to keep current workers motivated and satisfied.
	Blue Collar 2.0: The Future of Knowledge Work Beyond the Office, nGenera insight, Rob Salkowitz, September 2008.
	Private

	With turnover rates as high as 100%, and high costs associated with replacing and training new workers, retailers are always looking for ways to keep current workers motivated and satisfied.
	Attracting and Engaging the Net Gen Employee, nGenera insight, Janet Hardy and Bill Gillies, July 2007.
	Private (retention)

	While there's some consensus about idea management and its growth potential, Imaginatik worked with advisory firm Baroudi Group to quantify the idea-management market. The resulting research found that worldwide spending on idea-management software and services was less than $3 million in 2001. It also indicated that figure could grow to as much as $14 million this year.
	A Timely Notion Worth Considering

Idea management may help validate knowledge management, Tony Kontzer, InformationWeek, Mar 25, 2002
	Private

	Contact center workforce optimization (WFO) combines technologies from many previously siloed functional domains, such as workforce management, call recording and performance management. Five of the top seven leading quality management (QM) vendors and four of the top seven workforce management (WFM) vendors provide integrated WFO suites.

	Strategic Framework for Contact Center Workforce Optimization, Gartner, Jim Davies, February 28, 2008.
	Private

	WFO adoption has escalated rapidly during the past two years, with an estimated 350 customer purchases of integrated solutions spanning QM and WFM. The estimated revenue from the combined functional domains with a WFO suite exceeded $1 billion worldwide in 2006, and is projected to achieve a 9.3% compound annual growth rate (CAGR) through 2011.
	Strategic Framework for Contact Center Workforce Optimization, Gartner, Jim Davies, February 28, 2008.
	Private

	For some telecom and credit card companies, call centers account for more than half of all new revenues.
	An in-depth look at the challenges facing senior managers, The McKinsey Quarterly, May 2006.
	Private

	On average, bank agents cross-sell less than one core product for every 100 inbound calls they handle.  But each call center we studied had a group of top-performing agents who sold more than three core products for every 100 calls, as well as a large number of agents with no sales at all.  Our findings suggest that banks have a real opportunity to improve the average performance of their agents.
	An in-depth look at the challenges facing senior managers, The McKinsey Quarterly, May 2006.
	Private

	Since call centers handle more than 30 percent of all customer interactions for top banks in North America, efforts to cross-sell during inbound service calls could increase annual sales of new products by an amount equivalent to 10 percent of the retail sales generated by a bank's entire branch network.
	An in-depth look at the challenges facing senior managers, The McKinsey Quarterly, May 2006.
	Private

	According to the International Data Corporation (IDC), Fortune 500 companies lose at least $31.5 billion a year by failing to adequately share knowledge.
	Knowledge sharing in call centers, APQC Perspectives, 2005.
	Private

	In our research we found that there is a 20-percentage point gap between large centers and small centers in measuring employee satisfaction. Although small center managers are less likely to measure employee satisfaction, they do consider it important. Seventy-seven percent intend to invest in improving satisfaction during the year 2000.
	Providing Excellent Service - Benchmarking Data for Small Call Centers, Response Design Corporation, 
	Private

	LeapFrog! reports that small centers and large centers have the same rate of total turnover. Our study shows that while only one-half the turnover from large companies is negative, almost 2/3rds from small centers is negative. 
	Providing Excellent Service - Benchmarking Data for Small Call Centers, Response Design Corporation, 
	Private

	Although recruiting is a challenge in 39 percent of small centers, it is an issue in 66 percent of large centers.
	Providing Excellent Service - Benchmarking Data for Small Call Centers, Response Design Corporation, 
	Private

	Small centers intend to optimize the Internet (our study shows 51 percent are). However, we were surprised at the relatively high number of managers—20 percent—who do not consider optimizing the use of the Internet a high priority.

	Providing Excellent Service - Benchmarking Data for Small Call Centers, Response Design Corporation, 
	Private

	Twenty-seven percent of the small centers report having no classroom training at all. Both large and small centers mirror each other in providing hands-on training and mentoring.

Small centers do not have understaffed training departments. Approximately 94 percent of all centers—large and small—report that their staffs include full-time, permanent trainers.
	Providing Excellent Service - Benchmarking Data for Small Call Centers, Response Design Corporation, 
	Private

	[APQC] Partners devote almost 50% of their Knowledge Retention and Transfer (KRT) resources to ongoing systemic Knowledge Management (KM) approaches, while still addressing near-term threats of knowledge loss.
	Retaining Today’s Knowledge for Tomorrow’s Workforce, KMWorld 2007, APQC Presentation on November 8, 2007
	Private

	Banks' number of hosted contact center seats will increase at a compound annual growth rate (CAGR) of over 30% from 2008 to 2012, while the total number of seats in the contact center will grow at a much slower rate of 3.18%.
	Lease or Buy? Why US Banks Are Asking This Question in the Contact Center, Tower Group Report, January 2009
	Private

	In 2009, TowerGroup estimates that banks will execute 71 billion transactions throughout their delivery channels, and 24%, or 17 billion, of those will occur through the contact center. Banks retain approximately 68,800 agent seats to conduct these transactions and will spend $2.5 billion (USD) on technology and telecommunications to support the contact center volume. Bank contact centers can range from 2 seats to 10,000 seats, across multiple product lines, regions, and functions. Banks holding over $15 billion in assets average approximately 450 seats, those with $5–15 billion average 90 seats, and financial institutions with less than $5 billion in assets have a low average of 2 seats (this number is significantly reduced by the number of institutions with no contact centers).
	Lease or Buy? Why US Banks Are Asking This Question in the Contact Center, Tower Group Report, January 2009
	Private

	Few Financial Services Institutions (FSIs) today deny that the stakes in customer management are high. For instance, JD Powers and Associates' recent study called "2007 Retail Banking Satisfaction Survey" estimated that for every 1 million customers, a 5% increase in the number of customers shifting from "moderately committed" to "highly committed" can increase deposits by $1 billion (USD). Beyond the value of attracting customers, retention is crucial. In its recently released insurance shopping study, Powers projected that $100 million in premiums transfer with every 1% of industry-wide customer churn in the United States.

	Winning at Customer Management: Integrating Marketing, Information, and Technology, Tower Group Report, August 2007
	Private

	Knowledge management as an enterprise initiative has been available for years, but organizations are finally understanding how information management - the use of the information - shapes knowledge management and works with the different processes. Within Web-based self-service, the knowledge database needs to be well structured to allow at least an 85% accuracy of response. Organizations that successfully exploit this self-service option have the knowledge database supported by a dedicated knowledge worker(s) who constantly updates and fine-tunes the knowledge engine to allow an increasingly accurate level of response.
	Hype Cycle for CRM Customer Service and Field Service, 2008, Gartner Report
	Private

	A knowledge repository takes 18 to 24 months to mature to allow an 85% resolution on first request.
	Hype Cycle for CRM Customer Service and Field Service, 2008, Gartner Report
	Private

	American companies will spend $73 billion on knowledge management software this year and spending on content, search, portal, and collaboration technologies is expected to increase 16% in 2008, according to a recently-released report from AMR Research.
	5 Big Companies That Got Knowledge Management Right, CIO Insight, John McCormick, October 2007
	Private

	The survey of 900 consumers by the consulting firm CFI Group gave banks' call centers high marks overall, compared with four other industries, largely because bank employees were able to resolve customers' questions 80% of the time. Of the 66% of customers who said they had had a bad experience with their bank's call center, 53% said they "will not do business with their bank again."
	Bank Call Centers Ranked High, but Sour Some Clients, American Banker, Katie Perry, June 2007
	Private

	Bank call centers received an overall score of 77 on a 100-point scale in the survey, which based its methodology on the University of Michigan's American Customer Satisfaction Index. Banks outperformed cell phone, cable and satellite, insurance, and personal computer firms' call centers.
	Bank Call Centers Ranked High, but Sour Some Clients, American Banker, Katie Perry, June 2007
	Private

	By 2012, more than 50 percent of the current work force, including 90 percent of senior management and a third of all scientists and economists, will be gone-leaving a quarter million jobs in their wake.
	C'mon and Be A Bureaucrat, Newsweek, 2008.
	Public

	While many federal agencies have not yet been shaken by the mass exodus of seasoned workers projected in the next eight years, Social Security expects its retirements to peak by 2010. Currently, about 25 percent of its 61,000 employees are eligible to retire, including 60 percent of senior executives.
	Double Whammy, Government Executive, December 2008.
	Public

	According to estimates of the Social Security Administration, the dependency ratio (measured as population age 65 or older over population between ages 20 and 64) will increase from its present 21 percent to 27 percent in the year 2020, 37 percent in 2050, and 42 percent in 2080 under the scenario they call the medium population growth.
	Optimal Response to a Transitory Demographic Shock in Social Security Financing, Juan C. Conesa and Carlos Garriga, Federal Reserve Bank of St. Louis Review, Jan/Feb 2009
	Public

	The Office of Personnel Management in its 2001 retirement report predicted that 61,682 full-time permanent federal employees would retire in fiscal 2006 — a 4.1 percent rate. Three years later, in 2004, OPM reduced its projection to 55,508 retirees, a 3.5 percent rate. The actual retirements for fiscal 2006, which OPM recently released, were 58,583, or 3.7 percent. In 2004, OPM predicted that the retirement rate would remain at about 3.7 percent to 3.8 percent for the remainder of the decade.
	Sticking Around, Government Executive, April 2007.
	Public (retention)

	Last year, the government hired 96,353 people from outside the federal workforce and has been hiring at a similar clip throughout the decade. The quit rate in 2006 was 2.6 percent across government, a favorable number that says federal service is holding on to workers.
	Sticking Around, Government Executive, April 2007.
	Public (retention)

	52,696 of the new hires in 2006 — about 54 percent — were 35 or over.
	Sticking Around, Government Executive, April 2007.
	Public

	There are many areas in which the stakes are high and better knowledge is needed. In the case of the United States, these areas include ensuring fiscal sustainability, enhancing homeland security, stimulating economic growth, creating productive and fulfilling jobs, improving education and innovation, delivering quality and affordable health care, strengthening competitiveness, protecting the environment, and promoting quality of life.
	David M. Walker, U.S. Comptroller General, 2005.
	Public


PAGE  
6

