Beyond
Knowledge:
Management

Brian Lehaney
Steve Clarke
Elayne Coakes
and Gillian Jack



Table of Contents

Preface ......... Seheesienebiesbtesait IS beesbesetbetse b SsatReRarR b aS e bbe R b bRt SR b SRt b ba bt 0as v
Chapter L INtroduction .......ueereesencsscsscosenssessnsssnsssassassseessssssasssssonsesse 1
1.1 What Is this Book About? ..............ccoocevionviviienvncisieniiiieene, !
1.2 What Is Knowledge Management? .................cccocvervniennnnnnn. 2
1.3 Why has Knowledge Management Arisen? ...........cccooeveen.. 3
1.4 Organisations and Knowledge Management ........................... 6
L5 SUMMATY c...ooocoviiieiiee et et se s e st 10
Chapter 11. Knowledge Management in More Detail ........cecceevuinenn. 12
2.1 Some Starting POInts ..........ccccccviinvnniniiinii s i2
2.2 The Rise of Knowledge Management ...............c....cccccoueean.. 14
2.3 What is Knowledge Management? ............coccooccoviviearinearnens 16
2.4 Knowledge Sharing and Communication ..................occue.... 19
2.5 Knowledge Management and Learning Organisations ......... 23
2.6 Intellectual Capital ................... Tutreeraeearreeaareree et ne e e s eneeeeaes 26
2.7 CONCIUSIONS ..ottt 29

Chapter I1L Sociotechnical Systems and Knowledge Management.. 31

3 IBFOTUCHION ...ttt 31
3.2 Knowledge, Understanding, and Decision-Making ............... 33
3.3 Knowledge and Sociotechnology *.............cccooovvienincene, 35
3.4 A History of the Sociotechnical Movement ......................... 37
3.5 Communities of Practice and Teams —

The Sociatechnical View ..o 46
3.6 A Sociotechnical €CoP — The Abbey National ........................ 52
3.7 A Charitable COP ..........c.cccoooiivviiiniiiiiii i 54

3.8 Knowledge Management and Sociotechnical Thinking......... 56



3.9 Knowledge and Sociotechnical Systems ............ccc.oecoouveeiin. 61

3.10 Xerox Case SIUAY ...........cooeeeveiveieiricriieieseee e s 67
Chapter V. Systems Thinking and Knowledge Management .......... 76
4L INrOAUCHION .......ooeooeveeeiiieeeiie et 76
4.2 Organisations and Their Management ......................o.o........ 77
4.3 Systems TRINKING ..........cccccvvmmvimnvianeneinieseiee e 78
4.4 The Philosophy and Theory of Social Systems ...................... 82
4.5.50CIAl TREOFY ...ttt 926
4.6 A Critical Systems Framework for Knowledge
Management .............c.cccocvvovvvveinene i 106
4.7 Discussion and CritiGue ..........c.cococoveveeereceeceieee v, 114
4.8 A Future for Knowledge Management ................................ 116
4.9 CORCIUSIONS .....c.oocviiiiiiivsieece e 118

Chapter V. A Review of Knowledge Management Frameworks .... 120

S. L IHEFOGUCHION oo e eer s sttt enarenees o 120
3.2 Generic Review Grid for Knowledge Management

FrAMEWOPES ..o er v er vt eeanes 125

5.3 Framework Review ... ennas 132
SeADUSCUSSION oo e e evastea s eeaeins 231
Chapter VI. A Framework for Knowledge Management ................ 237
O. 1 INIFOAUCTION ... et e e e et e e essesnr s 237

0.2 A KM FrameWoOFrK.........oocoovoaeeeeeeeieeseereeessereisesesseeeenesos 240
Chapter VIL Conclusions ......c..ocociisnisesssssssrsssssssseesssssssssassassessessase 244
RETEFEIICES .reeerricrcrirnensenicssetsscsrosssnnnsnnernsessosssssssansastonssassenssssnsensnsnnass 246
ADOUTTNE AULROTS ....ceeereriererionseressanensnassrocesessasasensesssenssasees savssnssanmanase 260



