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‘What is Knowledge Management (KM)?

-What DWSD is doing with KM

-How does KM support sustainability?

. Seven Principles of KM
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. Actionable Steps



What is Knowledge Management?

fp ‘Not a “system”

A .Not a technology concept — a business process

@ -The process through which organizations generate value
from their intellectual assets, by identifying, capturing,

I 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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DWSD Sustainability Challenges

-Succession Planning (Workforce attrition)
-Asset Management

-Political (Regional) Issues

-Rate Pressures

-Regulatory Issues

-Knowledge Retention/Management



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



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



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”



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



The Changing Work Force

The Changing Workforce...
Crisis & Opportunity

Knowledge
Retention

« Document parceived attitudes,
marale, bahavior types, and
workpiace atmosphers

+ Assess availabiity and eass of
axchange of vital knowledge

+ Document education and
Iraning progrimes

Learning
Environment

Management b
. and Supervisory
A Development

' Management ‘
Team and Governance|
Board Alignment

' Compare the vital knowledge
possessed against the estimated
axodus

 Graphically depict the annual
institutional knowledge flow for
the naxt ten years

¥ Rale and priotize urgencies
based on tWo oF Mo
ConSacUtive ysars

ment and evaluate the gap
hin the work environment
from the three perspectives
+ Research past expenditures
fior training

v Document the varance between
styles and competencies
against employee needs

+ Reach conclusions about
whare prob

+ Determing common
agreement and depariures exist
between the three perspectives

+ Document the varance between |

¢ Build agreement on what needs
to be done and money and
people needed

 Build a project plan with a
business case that focuses on
strategies and tactics

# Prioritizg wital knowledge at risk
and focus resourcas
accordingly

¢ Prioritize other emarging
workforse actions

¢ Outline a communication plan
that includes who, what, when,
where, and why

¢ Determne the measures that
will b monitoned 10 ensung
succesaid iImplemaentation

4 Implement 5 Measure Progress

1al

+ Assign a leader and
mplementation team with
responsibifities linked to plan;
link these new responsibilities to e
individual performance goals wissanr r ot
# Raoll out the plan to the
employees and provide them
prograss reports

 Get employees feedback, via
penodic pulse poll, on plan
5, and change plan




What is “Knowledge”?

=

¢y “The computer is merely a tool in the process...

JAN 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

I worldwide, it is all to easy to confuse data with

knowledge and information technology with
iInformation.”

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



KM as a Strateqgy

&l . To operate in today’s business climate involves

A 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



How would KM work for me?

7=

< . .

wy Not all information is knowledge

@ KM can be seen as “expensive” (an additional expense)
-but not knowing is far more costly

I KM requires integrated planning, best practices,

trained people, and “connected” tools



Seven Principles of

Knowledge Management

. Context

. Simplify

. Fllter

. Personalize

. Intuitive

. Collaborative
. Ubiquitous



nowledge Principle #1

Environment Personal Experience
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Knowledge Principle #2

= Simplify
a Information




Detrolt Water and
Sewerage Department

Wastewaler Operations Group
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Knowledge Principle #4

Personalize to User’'s Context
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Knowledge Principle #5

cg Present
& Intuitively

N
w
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¥eather Detroit
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Knowledge Principle #6

Make it Collaborative




Collaborative Decision Support

It is possible to “extend” the capabilities of the Utility’s
information by combining knowledge

Core Business Systems

View

v Information
(@]

o on Portal
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Printed reports

inancia
Billing

Application Information



Knowledge Principle #7

Ubiguitous Access

When

Where



Principle 7: Access Anytime, Anywhere




Knowledge Management Strategy

Leveraged Knowledge

e e e e

Principles

Context
Simplify
Filter
Personalize
Intuitive
Collaborative
Ubiquitous

Wastewater Utilities become

Efficient. Effective. Adaptable.

Sustainable




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.



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



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



Evol

« EVO

ution — Adapting to Change

lution is critical to sustainability (survival)

- Knowledge Management is an organizational

evo

DUS

unc

lution, encompassing people, culture,

processes, and technology, aligned with

Iness objectives
osophically, KM strategies must be

ertakes, and done as “normal” business

=
<
VAN
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D
. Phi
embedded into each initiative the utility



Knowledge Management is a Journey

“A Jjourney of athousand miles
begins with a single step.”

Lao-tzu
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