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What’s the Plan?
1. KM needs a Jolt

2. It’s all about the ‘Human factor’

3. Design Thinking to the Rescue

4. KM meets Desigh Thinking
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Who Am | And How Did | Get Here?

A Sense for Insight into
Culture Behavior

Knowledge
of
Knowledge
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1.

KM needs a Jolt

72
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KM: 10 Years On, What’s New?

101 Resolutions for the
Knowledge Economy (2004)
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Projects at the World Bank (2014)

A4

YOUR COLLEAGUES

© 3.0 Prepared for APLIC Conference 3/29/16




For example...

101 Resolutions for the 101 Tips and Tricks to
Knowledge Economy (2004) ROK your Work (2014)
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101 < 5 KM CSFs, Whatever the Book...

AEnsure Management Commitment
AThink Big, then Start Small

AShow Quick, Tangible Results

WlUse What You Have, Before You Invest

Alts about People, Not Technology
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But KM needs a jolt...

...because too often the 5 KM CSFs are lacking...
= Too abstract

= No link to business

= Technology-driven

= No owner

= People don’t want to change

= People don’t want to share

= Not helping the end-user

" (...I'm sure | missed a few)

© 3.0 Prepared for APLIC Conference 3/29/16




End-user? | learned the hard way...

LES AVENTURES DE
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2.

It’s all about the “Human Factor”
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Understanding People Means

Understanding...
K=I*ESA
Knowledge =

Information (Codified) *
Experience, Skills, and Attitude (Tacit)

source: innovation professor Mathieu Weggeman
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It’s About Chefs, Not Recipes!

frﬁ'
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http://www.ledelice.ca/pie.htm
http://www.ledelice.ca/pie.htm

Understanding People Means
Understanding...

Our brain and neuroscience™:
= We don’t always know

what we know Q%‘*‘
= Knowledge is never singular Sﬁ\, fr!
= “Encourage knowledge- / /
sharing, connections and | ey
conversations...” | \Kés\
S

*source: neuroscientist David Eagleman at APQC Conference 2015
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Understanding People Means
Understanding...




3.

Design Thinking to the Rescue
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GoogleTrends = Q@ Explore topics

EXD|Ore Worldwide

Compare searchterms »

knowledge management design thinking Add term
Search term Search term rAQQ el
Interest over time v Newsheadines | Forecast

<D
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Design Thinking going Mainstream

HBR Special on DT
(September 2015)

Harvard °
Business . -
Review

THE
EVOLUTION
OF DESIGN
THINKING

USONG THIS A

7O DEVISE STRATEGY
AND MANAGE
CHANGE.

NYT Article re DT at IBM
(November 16, 2015)

The New flork Times

H H ¢ AERDAT R =TS =os
.2 Wearable Tech Microsoft Finds Its = Ezrnest, Fusled by
Introduces Security Groove 3 > it rth in Student Loans,
Smart Bracelet 273 Million
S | |_ E N C E Cylance stop: of cyberatta
it. cy

CYBER ATTACKS WCyYyLANCE

Daily Report: IBM Embraces Its Inner Designer

By JIMKERSTETTER WOV A wz2C

IBM has been

ciated with many

B Email . . N
things over the years. But few )
people would ever connect Big Blue, Daily
K shere as [BM metimes called, witha Report
progressive attitude toward design.
W Twest
Phil Gilbert is trving to change
& seve that. Mr. Gilbert is in charge of
design at IBM and is trying to get the technology giant to
. e embrace a concept called “design thinking.” Design thinking,

s a way to get engineers, product developers
and nearly everyone at a company to first consider what
customers want — rather than building something and then
trying to convince people that they want it.

Putting this new way of thinking in effect at an older

ronane ic not oy coorile ologst nendsiet Ancigy
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NYT Article re DT at IBM (11/16)

“IBM is well on “DT has broader aims,

its way to hire as a faster more
1000 productive way of
professional organizing work...”

designers...”
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Example by IBM
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KM + DT: A Sweet Spot?
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Key Elements of Design Thinking

Design Thinking is innovation inspired by people:
" Experimental
= Collaborative
* Human-centric
= Optimistic




Examples of application to KM...

= EXPERIMENTATION = Make it an iterative process —
not linear process of a roadmap with milestones;

= COLLABORATION -2 be more inclusive, larger
stakeholder field; break silo’s in org, including position
of KM;

= HUMAN-CENTRIC = End user focus — not technology or
supply driven; see what they do, don’t just survey;

= OPTIMISM - Try things, learn and adjust; not afraid to
fail; capture lessons learned as we do.
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3.

KM meets Designh Thinking
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1. Knowlympics Competition

Objective: To solicit great examples of knowledge
management from the field / operations.

COME WITNESS
THE FINALS OF THE

¢

2013 KNOWLYMPICS

MONDAY, MARCH 4TH

CHAMPIONS CORNER | < =

(10.30AM - 1.00PM, MC Front Lobby) K 7 =
After the Battie for the Medal event, you e,
will be able 1o meet the medalists in J
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1. Knowlympics Competition

"...and it was very gratifying to hear the

Americans, and guys who first taught us
how to push a bobsled, going: Wow! The
Jamaicans are awesome, we watch them
to learn how to push a bobsled.

That's the kind of thing that happens
when you acquire the correct knowledge
and a great example of how knowledge
flows...”

- Devon Harris
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1. Knowlympics Competition

KNOWLEDGE & SOLUTIONS IDEABOOK

&S 8

TABLE OF CONTENTS

/oN D, N 1-12 I'WANT TO DISSEMINATE MY WORK MORE EFFECTIVELY 22-30 I WANT TO SHARE MY WORK WITH COLLEAGUES
e S I i

RRAIEET, vounco
‘\»,,l — <§ / 1 - Produce a summary 22 - loin & community of practice
Sy 2 - Make it visual 23 - Write up your lessons |eamed

3 - Piggyback onan existing event or platform 24 - Host a BBL
4 - Ene rtain your audience 25-Turnitinm a game
5 - Publish &s an e-book 26 - Post it to & discussion boa rdi
& - Tell it through video 27 - Contribute toa wiki
T - Develop anapp 28 - Write 3 blog
8- oo 29 - Submit i to & reposiony
4 - Caterto local preferences 30 - Be a mentor

1) - Publish on & website

11 - Uge the Ban ks socizl media channels
12 - Marrate it 31-37 1 WANT TO CAPTURE TACIT KNOWLEDGE

13-21 | WANT TO ORGANIZE AN ENGAGING EVENT 31 - Organize 2 master class
32 - Organize a peerto-peser leaming event

33 - Document lessons learned

13 - Foll your audience 34 - Take 3 picture

14 -Use a TED-style format 35 - Play around

15 - Try the World Café method 36 - Go on location

16 -Organize your thoughts with mind mapping 37 - Conduct an after-action review

17 - Capture the discussion with illustration

18- Make it recurment
19 - Organize it in partnemship with your dient 38- 50 1| WANT MY CLIENTS TO CONNECT
20 - Connect participants beforehand

M -Host a marketplace or fair
38 - Host a study four
39 - Orchestrate connections at a conference
40 - Utilize & knowledge platform
41 - Hold & viruzl corference
42 - Create a netwark
43 - Start an e-discussion
44 - Link them on Linkedin
45 - Leverage pesr-in-pesr lEaming
46 - Host a knowledgs fir
AT -Twin them
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1. Knowlympics Competition

KNOWLEDGE & SOLUTIONS IDEABOOK

TABLE OF CONTENTS

- A8 - Bring them getherthrough an innovation marketplace TT - Capitalize on the Bank's convening power
& > 49 - Use low-key options and informal settings T8 - Create knowledge hubs
,‘ﬁ(.,, Your Work 50 - Use multiple approaches - and keep at it

% ] # YOUR COLLEAGUES

>/

51 -61 I'WANTTO PROVIDE JUST-IN-TIME ADVICE TO MY CLIENTS

T4 - Tap into a global expert team
80 - Optimize the mix of expertise
81 - Colla borate online

53 - Leverage adisting re positries of good practice 82 -Include a partner a3 2 peer reviewer
a3
84
a

51 - Use an expert finder
52 - Arrange an expert visit

54 - Use a participatory approach to data collection
55 - Adapt an existing standard - Host a hackathon

56 - Use geospatial data 5 - Drganize workshops to help buikd relationships
57 - Make gobal comparisons 86 - Engage students

58 - Keep it brief and focused 8T - Adopt & participatory ap proach

59 - Engage local partners

60 - Provide practical options

61 -Pull togiether periners fram oo the Benk 88.95 1 WANT TO DISCOVER NEW IDEAS OR SOLUTIONS

62-78 1 WANT TO HELP MY CLIENT APPLY KNOWLEDGE 88 - Ash a crowd
89 - Hostor attend an ideas marketp lace

90 - Organize 2 competition

- Form a community of practice

62 - Connect your product to an operation 91 - Ask & helpoesk or community of practice
63 - Leverage localexpertiss 92 - Receive new ideas by email

G4 - Use mobile phones to engage citizens 93 - Follow teests

65 - Develop a toolkit 94 - Structured) brainstarm

66 - Adapt an inernational standard 1o the local conext 95 - Try ideation

67 - Join forces with regional development partnens

68 - Start with & pilot
69 - Create a training course -1 1 1 WANT TO KNOW THE IMPACT OF MY KNOWLEDGE WORK
T0- Train the trainens

T1 - Develop an edeaming module

T2-Take a learning-y-doing approach 96 - Define the resufts upfront
T3 - Think sbout “how o do it” 47 - Engage third-party evaluation
T4 - Work side-by-side 98 - Track the news
T5 - Let your client lead the process 99 - Simply ask your client
T6 - Connect with beneficiaries through video 100 - Keep track of who reads it
101 - Try & citation tracker -
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2. Global Knowledge Flows

Objective: To ensure effective knowledge
transfer across the globe.

They’d like to know if we’d be able
to assemble their high-tech products...

“The current issue and full text archive of this journal is available at
www.emeraldinsight com/0305-5728. htm

VINE KM in China: Western heads in

40,3/4
Eastern hands?
Arno Boersma
254 Washington, DC, USA

CHINA

Abstract

Purpose — The pumpose of this paper is to present a case for effective knowledge tran
management and protection between the West and the East, with an emphasis on cultural aspect
Design/methodology/approach — The paper describes the background of KM programs in China
for Western comparies and the three-step approach for its implementation

Findings — The three-step KM approach was effective in managing knowledge flows from the west
to the east. Key lessons are that responsible KM, while doing business in China, is not about stopping
knowledge but rather about assessing the knowledge, its channels and recipients; and that the
cultural factor is key to successful KM in a global context

Practical implications — Although the paper is based on projects in China, this three-step approach
for knowledge transfer, management and protection in China can be applied by any organization that
needs to share effectively across borders.

Social implications — The social implications could be a higher awareness of the cultural factor for
rent global contexts, and a more people oriented appruach to doing KM
Originality/value ~ Much has been written about doing business in China and much has been
written about knowledge management. The paper s unique as it combines these two vast domains by
way of a very practical and proven project case. It is also original, as dealing with knowledge in China
by Western companies has been dominated by legal measures, not KM approaches.

Keywords Knowledge management, China, Intellectual property, Culture
Paper type Case study
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2. Global Knowledge Flows

Interactive program of embedding
knowledge transfer principles and
policy among local staff based on
in-depth cultural insights.

< The ROA Award!
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3. Large-scale Learning Event

Objective: To design learning events in ways
that the knowledge and learnings are
absorbed and applied. &

b,
NOT: One-way lectures, |
Death by PowerPoint, on
Managers unloading, T8
Large Plenaries, Panel > A

Talks, One-off moment

=N
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3. Large-scale Learning Event

The Forgetting Curve The Event
(what % remains after x time)
100% .
was... Collaborative,
e Bite-Sized, Practical,
o Staff2Staff, Small
o i Groups, Bottom-up,
hours Long-term

Source: Donald Clark, Plan B Learning
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3. Large-scale Learning Event
4 months on...

Up Close
& Personal

250+ activities
400+ speakers

100+ facilitators
150+ volunteers
10 Formats x Streams
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What % of new
knowledge/skills
gained do you
estimate you will
directly applyin
your work?

Have you used
or applied
what you
learned?

100%
70-90%
40-60%
10-30%

0%

0% 20% 40% 60%

2D
£
Yes %61% 4
-
No 25%
N.A. 14%
0% 50% 100%




Lessons from these examples, in short...

= .... Do not just ask people to fill a fill a
database, adopt a policy or sit at an event.

" ...Do not invest in a new program without
knowing how your stakeholders will and want
to benefit.

= ... Do not underestimate the fact that it’s the
human factor that determines success or

failure in our knowledge work.
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Resources

THE
FIELD GUIDE

Online: IDEO Toolkit at www.designkit.org

Harvard *
Business =
Review -

THE
EVOLUTION

Articles: HBR (September 2015) | i

AND MANAGE
CHANGE

Book: Change By Design, Tim Brown (2009)
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Thank you.

Questions?
arno@threepointo.org
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