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Introduction 

Learning and knowledge are the most 
important variables in overcoming this 
challenge. 

The government has a lack of track 
record in knowledge management. 

In the public sector, knowledge 
management needs are strategic. 



Definition 

Knowledge management can be 
defined as an activity process in 
discovering, capturing, sharing and 
utilizing  knowledge in order to 
improve work effectiveness to 
support the achievement of 
organizational goals (Becerra-
Fernandez & Sabherwal, 2015) 



Knowledge Lifecycle 



Impacts of KM 

Knowledge management (KM) is defined as 
leveraging of knowledge for attaining 
objectives of productivity and 
competitiveness of a national economy.  

At the level of a government, KM is defined as 
leveraging knowledge for improving internal 
processes, for formulation of sound 
government policies and programmes and for 
efficient public service delivery for increased 
productivity.  
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Knowledge Management 

Becerra-Fernandez, and 
Sabherwal (2010).  



Legal basis for KM 



Implications for KM 

The government needs to create, innovate, 
monitor and protect its knowledge asset. 

KM should focus on generating new 
knowledge, transferring existing 
knowledge, embedding knowledge in 
services, and processes. 

20 % of knowledgeable personnel can 
operate 80% of organization’s day-to-day 
business (Pareto’s Principle). 



 
Knowledge Prioritisation  

Only a small % of staff 
have critical knowledge  

In R&D organizations 
about 10 % of staff have 
critical knowledge  



Where knowledge reside? 

Knowledge in minds 

Hard copies 

Electronic documents 

Electronic-based knowledge 

 

 



Critical Knowledge 

 Essential for activity to operate 
successfully  

 Knowledge and skills at risk of 
being lost if key personnel stop 
performing the activity 

 Rare knowledge 

  

 





What is Knowledge? 

A justified true belief (Nonaka 
and Takeuchi) 

Knowledge is at the highest 
level in a hierarchy with 
information at the middle 
level, and data to be at the 
lowest level  

Information with direction  

“Knowledge is a fluid mix of framed experience, 
 value, contextual information and expert insight  
that provides a framework for evaluating and  
incorporating new experiences and information.”  
(Davenport & Prusak, 2000) 



What is Knowledge? 

Knowledge is the basic 
foundation of every organization.  

 Without knowledge an 

organization cannot function 

thus making it impossible for 

an organization to act. 



Tacit and Explicit 
Knowledge 

Tacit knowledge includes insights, 
intuitions, and hunches (instinct)  

 It is difficult to express and 
formalize 

 It is difficult to share 

 Based on individual experiences 

Explicit knowledge refers to knowledge 
that has been expressed into words and 
numbers  

 A manual, text-books, etc 



Tacit Knowledge 

Tacit knowledge is an experience-based 
knowledge and the most useful 
knowledge. 

 It is the type of knowledge that has 

been gained through years of 

experience.  

It is the most difficult knowledge to 
capture (Tagger, 2005).  



Comparing Tacit & Explicit 
Knowledge 

Characteristic Tacit Explicit 

Nature Personal, context-specific Can be codified and explicated 

Formalization Difficult to formalize, record, encode, or 

articulate 

Can be codified and transmitted 

in a systematic and formal 

language 

Development process Through trial and error in practice Through explication of TK 

understanding and 

interpretation of info. 

Location Stored in the heads of people Documents, etc. 

Conversion process To EK through externalization that is 

often driven by metaphors and analogy 

IT support Hard to manage, share, or support with 

IT 

Well supported by existing IT 

Medium needed Needs a rich communication medium Can be transferred through 

conventional electronic 

channels 



Tacit Knowledge 

Many organizations develop systems that 
specifically manage the knowledge within 
the organizatiom.  

 But most of these systems just allow 

the best to capture explicit 

knowledge.  

How about tacit knowledge? 

 Some system may give the facility to 

share tacit knowledge. 

 But is the knowledge circulated as 

intended by the expert who shared 

the knowledge?  



Tacit Knowledge 

Tacit knowledge is being transferred 
from experts but is not properly 
captured.  

Staff wills often attempting to capture 
tacit knowledge through chitchatting 
or emails but this does not allow 
proper capture of the knowledge.  

  



Tacit Knowledge 

Another problem: 

 Not many experts are willing 

to share this knowledge 

without interaction with others.  

 Sharing culture 



Knowledge Conversion 

Nonaka’s model proposes 
that knowledge is created and 
expanded through social 
interaction between tacit and 
explicit knowledge  



 
Some methods to Capture  
Tacit Knowledge:  
 

 

Interviews / Storytelling 

  Observation (watch & learn)  

Brainstorming 

Concept Mapping (linking of concepts)  

Commentating (Commenting during 
performing an action)  

 

 



Storytelling 

Organizations are not the only 
entities that may use storytelling to 
transfer knowledge.  

 Other professions such as the 

media, journalists and such.. all use 

storytelling to both capture and 

share / transfer the knowledge.  



Storytelling 

An organisational story is define as a 
detailed narrative of past management 
actions, employee interactions, or other 
intra- or extra organisational events. 

Stories are useful in knowledge 
management because people learn things 
easily from stories enabling the 
externalisation of tacit knowledge. 



Example of Storytelling 

The National Aeronautics and Space 
Administration (NASA) 

 She was asked by her manager to 

conduct storytelling sessions as part of the 

library activities. She felt that stories have 

already been told in lectures and talks at 

the lab, and knowledge artefacts in JPL 

are mainly explicit knowledge such as 

specification documents and technical 

discussions at conferences. 



Storytelling Examples 

NASA Deputy Director from the upper 
management who talked about 
organisational change. 

  Some of the storytellers told about 

their tales. The feedback that she got 

was that the story-telling sessions 

created feelings of connectedness 

and belonging in the audiences. 

The magazine is used by NASA to spread 
key knowledge throughout the 
organisation. 



Storytelling 

A knowledge sharing community is built 
among project managers throughout NASA 
using storytelling.  

 The effort includes organising national 

forums and workshops at the individual 

NASA centres across the country and 

producing storytelling magazine 

published on the APPL website. 

The storytelling approach is popular in the 
project management community because 
project managers rely on their tacit 
knowledge when encountering a problem. 





Inhibitors of 
Knowledge Sharing 
Lack of trust 

 Build relationships and trust through face-

to-face meetings 

Lack of time and meeting places 

 Establish times and places for knowledge 

transfers: fairs, talk  rooms, conference 

reports  

Status of the knower 

 Evaluate performance and provide 

incentives based on sharing 

Quality and speed of transfer 



Organization must focus on 
creating knowledge culture that 
encourages learning, creating, 
and sharing of knowledge 
instead of trying to extracting 
knowledge from employees. 



Storytelling Systems  

The current trend in organisation 
storytelling is to capture stories in a 
lessons-learned system, a computer 
archive, a video record but these efforts 
are ineffective because they will just be 
stored without being used by new team 
members . 

An expert interview system is the 
simplest form of a storytelling system. 



Features of Storytelling 
Systems 

Five roles are involved in the process 
flow of the system: Interviewer, 
Story Editor, Story Moderator and 
User. 



Framework of Storytelling 
System 

Khalid & Mahmood (2009) 



Knowledge Center  



Knowledge Center 

A knowledge center is an Internet-based 
community or system designed to help 
people share information.  

Knowledge centers offer a variety of 
tools and accessories that enable the 
immediate or delayed sending and 
receiving of information. 

E-resource 

Encyclopedia.com 



Knowledge Center 

It is very specialized and niched, designed 
with a very specific audience. 

Most knowledge centers fall under 
categories that fit within the realm of 
education or within the realm of a 
particular industry or even corporation. 

An online community of experts and 
highly interested parties in a constant 
state of contribution are critical for 
successful knowledge centers. 

 



Knowledge Center 

Blog/Wiki 

FAQ 

White Papers 

Ask an Expert 

Newsletter 

 



Knowledge Portal  

A knowledge portal speeds up the process of 
learning, and a knowledge portal facilitates 
more effective transfer between tacit and 
explicit knowledge forms.  

A knowledge portal, as well as containing 
structured information, contains knowledge 
networks and communities, discussion forums 
and collaborative workspaces, to better 
encourage, surface and transfer a more 
'spontaneous' exchange of tacit knowledge. 
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Knowledge Portal 

A good knowledge portal is 'knowledge 
asset centric'.  

 It is designed for knowledge workers 

to easily locate and work on the key 

knowledge assets within the key 

knowledge areas of the 

organization. 

A knowledge portal, also, normally 
contains an 'expert locator' - to help 
people find and connect with experts. 

  
 
 



Satria, 2017 
Knowledge Portal Kota/Kab 



Knowledge Portals 
Components 

Knowledge Repository 

Document management 

Helpdesk Service 

Lesson-learned 

Business intelligence 



Lesson-learned 



Lesson-learned 



Lesson-learned 



Knowledge Portal 
Architecture 



KM Strategy in 
Government 

  A declaration  of  importance of knowledge 

to the government. 

•  It is reflected in organisational policies and 

practices.  

 Tacit and explicit knowledge assets need 

to be considered, and given equal weight. 

 Knowledge sharing should be recognised 

and rewarded.  

 Knowledge sharing across the organisation 

is monitored and reviewed. 

 Tools to support knowledge sharing are 

provided and promoted. 

 

 



Thank you 


