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Agenda

•What is Knowledge Management (KM)?

•What DWSD is doing with KM

•How does KM support sustainability?

•How would KM work for me?
• Seven Principles of KM

• Actionable Steps
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What is Knowledge Management?

•Not a “system” 

•Not a technology concept – a business process

•The process through which organizations generate value 

from their intellectual assets, by identifying, capturing, 

protecting and sharing them, and using them in best practices

•KM is supported by IT, but technology in itself is not KM

•There’s a big difference between “information” and 

“knowledge”
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Detroit Water & Sewerage Dept.
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DWSD Sustainability Challenges

•Succession Planning (Workforce attrition)

•Asset Management

•Political (Regional) Issues

•Rate Pressures

•Regulatory Issues

•Knowledge Retention/Management
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DWSD Initiatives (Past & Present)

• CBMS (Financial)
• HR (Personnel)
• SCADA (Operations)
• GIS (Engineering)
• CMMS (Maintenance)
• LIMS/PIMS (Lab/Pretreatment)
• CIP Management
• IT Master Plan
• Hydraulic Models
• Networks & Communications
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Consent Judgment (A KM Opportunity)

• 1997 Notice of violation led to SACJ
• Requirements mandated disclosure of financial, capital, 

operations and maintenance information
• Information from separate sources was brought into a 

simple, single mechanism
• eVMS Pilot

• Web based tool, internal browser 
• User focused
• Searchable
• Culture shifts began
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Fully Using What We Have at DWSD

• User Deployment Initiatives are underway

• Turning “information” into knowledge which can be 
discussed, acted upon, shared, etc

• Putting information into a KM context

• Creating “Knowledge Workers”
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KM  - An Evolutionary Process for DWSD

• Multiple aspects to the KM process

• People, process, culture, technology

• KM needs to be a “core” competency

• Can’t afford not to adopt KM as a business strategy
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What is “Knowledge”?

“The computer is merely a tool in the process... 
To put it in editorial terms, knowing how a 
typewriter works does not make you a writer. 
Now that knowledge is taking the place of 
capital as the driving force in organizations 
worldwide, it is all to easy to confuse data with 
knowledge and information technology with 
information.”

P.F. Drucker, Managing in a Time of Great Change
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KM as a Strategy

• To operate in today’s business climate involves 
capturing, harnessing, integrating and applying 
institutional knowledge (experience, know-how)

• Knowledge Management is a key business strategy 
and core competency to operate with a smaller, more 
flexible workforce, respond to public scrutiny, “do more 
with less,” meet stiffening regulations, protect assets, 
and maximize the useful life of infrastructure
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How would KM work for me?

Not all information is knowledge

KM can be seen as “expensive” (an additional expense)

-but not knowing is far more costly

KM requires integrated planning, best practices, 

trained people, and “connected” tools



14

Seven Principles of 
Knowledge Management

1. Context
2. Simplify
3. Filter
4. Personalize
5. Intuitive
6. Collaborative
7. Ubiquitous
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Knowledge Principle #1
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Knowledge Principle #2

Simplify
Information
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Principle 2: Simplify Delivery
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Knowledge Principle #3

Filter Relevant Information
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Principle 3: Filter Relevant Information
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Knowledge Principle #4

Personalize to User’s Context
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Principle 4: Personalize Information 
for User’s Job Function
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Knowledge Principle #5

Present 
Intuitively 
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Principle 5: Intuitive Access
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Knowledge Principle #6

Make it Collaborative
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Knowledge Principle #7

Ubiquitous Access

When Where
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Principle 7: Access Anytime, Anywhere
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345 345 345
345345345

345 345 345

Jan Feb Mar

1988
1989
1990

Comparison To 
Performance Target

Work Orders

Flash Reports 
(Permit Compliance)

Purchasing Status
(Supplies On Hand)

Personnel
Files

Financial Statements/
Budget Plans

To:

From:

Compare

OPERATIONS DEPARTMENT SUPPLIES ORDERING
MONTHLY REPORT

MONTH/YEAR       DECEMBER 2001                                                                                    BY: JH/MF

ITEM OBJ ORD QTY MIN MAX UNIT COST TOTAL Y-T-D ON-
CODE COST HAND

CABINET 1
Respirator Cartridges 47
  R-21 Organic Vapors BLK (Bx= 6)  1 6 $4.00 0.00 8
  R-25 YELLOW  1 6 0.00 8
Respirator Lens 47
  #1600 Wilson Resp  0.00 5
Respirator Facepiece Valve Kit 47
  R308 Inlet Valve  0.00 6
  R488 Outlet Valve  0.00 5
GasTec Smoke Tester Tubes 47 6 10 0.00 5
Respirator Wipes (Bx=100) 47 100 300 0.00 200
Respirator Cartridges 47
  GME P-100 Type  6 24 0.00 22
Respirators 47
  Comfo II - Small  3 0.00 4
  Comfo II - Medium #808071 BLACK  1 3 $19.95 0.00 4
  Comfo II - Large #808073 BLACK  1 4 $19.95 0.00 3
Safety Glasses 47 1 3 0.00 0
Goggles  # 551 Boulton 47 1 4 $2.30 0.00 1
Face Mask Straps 47 0.00 1
Dust Masks #8500 3M 47 50 150 0.00 100
Dust&Mist Resp 2200n95 Moldex Bx20 47 20 60 $0.70 0.00 60
Face Shield 47 1 10 0.00 10

Information “Portal”

Knowledge Management Strategy

Principles
Context
Simplify
Filter
Personalize
Intuitive
Collaborative
Ubiquitous

Leveraged Knowledge

+
Wastewater Utilities become

Efficient. Effective. Adaptable.
Sustainable
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Collaboration will Leverage KM

• The wastewater industry embraces and promotes the 
notion of a collaborative community to share  solutions 
for the betterment of all of  its members.  

• Knowledge Management-based strategies, standards, 
and solutions are applicable to all utilities, regardless of 
their individual characteristics.  
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Steps to Address KM

• Develop a common language and framework for KM
• Surface “best-in-class” KM applications from outside and 

within the industry
• Develop strategies for the effective retention of knowledge
• Define Taxonomy standards
• Define and pilot “Communities of Practice”  
• Develop Knowledge Life Cycles for core processes 
• Align KM strategies with business and technology plans
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Make Knowledge Management a Process

• Assess your readiness
• Develop the strategy
• Start with some Pilot Projects
• Get the technical infrastructure in place
• Deploy and train
• Refine and evolve into your culture
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Evolution – Adapting to Change

• Evolution is critical to sustainability (survival)
• Knowledge Management is an organizational 

evolution, encompassing people, culture, 
processes, and technology, aligned with 
business objectives 

• Philosophically, KM strategies must be 
embedded into each initiative the utility 
undertakes, and done as “normal” business
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Knowledge Management is a Journey

“A journey of a thousand miles 
begins with a single step.”

Lao-tzu



Solutions Through Technology

Thank You

fujita@dwsd.org

tom.delaura@we-inc.com


