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Analysis, Design of KM System (Contd.)

Okay, so we have been discussing about the collaborative platform and that basically helps to do search
content or even you can subscribe the content and get in formative relevant information which you can
put to use right.
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Collaborative Filtering

1. Active filtering:

— Users manually define filters and pointers to interesting
content and share them across their work group.

2. Automated filtering:

— Statistical algorithms make recommendations based on
correlations between the user’s personal preferences
and content ratings.

« Firefly, GrouplLens, GrapeVine, and Tapestry are some
better-known examples of such collaborative filtering
tools.

20

Now we go for certain filtering when it comes to collaborative filtering okay, so they are two type of
filtering that can be done that is active filtering or automated filtering okay active means that you can
go for manually filtering this okay depending upon the kind of interest the content that you are
interested in okay that you want to share or you go for automated filtering and in case of automated
filtering you use certain programs like certain algorithms is going to do certain recommendation based

upon your preferences.

And concentrating for example you have seen that when you search for certain things those kind of
things what happens to them that is stored by the system of the memory, so when you are going to
search for something it comes out are you looking for these kind of things, so that is basically based on
statistical algorithm, which is going to make recommendation based on your preferences and

concentrating for example if you go for online shopping what happens.



And you have looked into some certain things based upon your interest and preference then it retains
with us it is retained by the system so when you are going to open that e-commerce website those
things come out right and that is based on automated filtering, so it is already filtered based upon your
preference to see that whether you are interested in that particular content or not right, and a lot of
basically tools and software which are available for this kind of things like Firefly, GroupLens,

Grapevine okay they actually help you to go for collaborative filtering okay.

So either you can go for active filtering or you can go for automated filtering.
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Community-Centered Collaborative
Filtering

* The network of existing social relationships
between employees can be a valuable basis
for improving the collaborative filtering
process.

* Reputation, trust and reciprocity come into
the picture of collaborative process enhancers
when contributions are (optionally) signed.
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Then you can also go for content, community center filtering okay, it means you have people as a
network of social relations that is built among the employees and then you can ask them to go about
filtering it means that you have a good set of people who are connected through net okay or they are
into a social relationship okay. And then you ask them to go for these kinds of things ok and
collaborative filtering actually is very, very useful provided there is a trust reputation reprocity among

the team members okay.

So if the trust reprocity reciprocity and this reputation is available among the team members who are
going to collaborate into a social relationship then the country was on it is much better okay, then we
would be able to find much relevant content and that it was what happens those who are going to
collaborate okay. Each one of them provide their perspective and see that what kind of content is going

to be relevant in a particular context right so you can also go for community centered filtering.
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Meta Knowledge

* Meta knowledge implies knowing what you
know.

* Creation of meta knowledge is often
extremely context dependent and requires the
use of pattern recognition or analogical
reasoning.

* |n order to extract meta knowledge from

knowledge having a KM system is a necess
condition.

Then coming to another important issue that is Meta knowledge, what is Meta knowledge? Okay It
implies knowing what you know what does it mean. Okay It means that whatever knowledge you have
that how you are going to tag it with certain other things in order to do certain things so understanding
that yes this is what I know and this is what I can do with this it is very, very important, because
sometimes what happens we know we understand that okay, this is what we know but we do not realize

that how it could be useful or how it can be put to use right.

So doing what you know is very, very important and how you are going to put it to use right, so it is
very, very context dependent because you are not aware about or you are not sure about the context in
which context it could be used for example you know how to write a program. But you do not know
how you are going to make use it in writing a program in a particular context right so you should be
able to recognize the pattern identify the trend and then see whether they are similar situations in which
this kind of knowledge could be put in right and that is way and then later knowledge comes into the
picture right.

So if you want to extract Meta knowledge it means realizing what you know is very, very important
then it is very good for a KM system right. Then moving to another part that how we are commanded
multiple degrees of context okay, what I mean by multiple degrees of context for example the context
may vary right. Different people may look at the same thing from different context or perspectives

right. Then how you are going to integrate and interact with different kind of things together okay.



And if you are going to accommodate different kind of context depending upon their level then it is
very, very important that you are highly connected or interconnected with each other right and then you
should be able to communicate effectively with each other okay, so you should have a good
communication channel which facilitates good communication or rich communication okay. And then
you should go for high degree of interactivity probably that helps you to accommodate different
context together right.

Say if loose social bonding is there if you are not able to highly connect with each other then this kind
of system is built into the game right. Not as a separate component so that you are able to be a part of it
for example many companies have that Facebook’s, Facebook page right. Now the thing is that whether
it is a part of the system or with that it is separate link that takes you to the Facebook page right if it is a
part of the system then you are automatically connect it to this one okay.
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Accommodating Multiple Degrees of
Context

* The significance of rich communications
channels and a high degree of interactivity
cannot be overemphasized.

* If loose social bonding exists between
potential users of the system, ensure that rich
communications are built into your KM system
as an integrated feature, not as a separate
add-on component.

o
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And you can communicate through this if it is not then you go to the system and then try to connect it
right in order to solve certain problems right so it is very important to see that how can I accommodate
various degree of content.
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Technology Choices

* [tis vital to consider whether that technoloiy or that
vendor will be around for the entire life of the system.

+ Will the vendor’s technoloFy capture enough of the
market to ensure the ancillary products and services
remain available?

+ Can the technology deliver the consistency that the
application requires?

* Can the technology prowde the quality that the market
and your customs demand?

Example: Web provides the capability required to build a
collaborative platform on which a rich multimedia repositor,
explicit knowledge and an informal communications chan
conversation making

Then another important is what kind of technology choices you have when I am talking about
technology choices it is very, very important to understand that. The technology is basically the lifeline
of the system okay. And then you need to ensure that it will go by within to create the system is going
to be useful and effective okay Then you have to see that if you are going to buy it ok this technology

that you are going to have is very, very robust okay.

And what kind of products and services are associated with this particular technology and whether it is
going to be provide relevant information consistently with the kind of information that is going to be
there is going to be valid in the particular context okay, so there are lot of issues related to this one and
the best choice today is a web based applications, web that is because that is help that is going to help

you to interact in related this either that is how you going to create infrastructure Arc.

You can also have a blue print for the knowledge management systems okay because web provides the
capability to have a collaborative platform, where you can have bridge multimedia repositories for
explicit knowledge or even informational communication channel also for conversation also, for
example we have a Internet portal right which provides a lot a lot of information related to different

capabilities, so if you go to a faculty web page you can find out what he is doing.

And there is a link which provide the kind of research and training that he is doing okay and the articles
which is uploaded on the system right so these repositories are available now apart from this formal
explicit knowledge you can also have Blogs okay where people are going to communicate informally

about how to improve about the system how to go about certain things which is going to improve their



productivity and effectivity and that is basically informing communication channel.

So that that is where you can converse informally with your colleagues your seniors with others and
that is going to very, very helpful so if you are going for a web based technology it is always better
compared to any other technology.
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Integrative and Interactive Knowledge
Applications

* The integrative ability supports the collation
of distributed knowledge repositories
containing explicated or explicitly captured
content.

* Support for interactivity is required to allow
the integration and possible capture, analysis
or even explication of tactic knowledge of the
system’s users.
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Then another issue is with need to ensure that this web based technology is going to be very, very
integrative and interactive in itself right because if it is integrative then you can go for collaborating
different set of knowledge that is distributed across repositories okay, whether it is available in explicit
form or not right. Similarly you have to see that how interactive it is okay whether this allow you to

relate yourself in order to capture in lies or even explicate tacit knowledge of the systems users or not.

So make sure that the KM system if it is based on a web based technology is very, very integrated it
means it has distributed knowledge repositories in explicit form. Similarly it also has a system where
people are allowed to capture tacit knowledge from the users of the system right for example even
email could be a good way to capture tacit knowledge right. For example if you have some problem
you send a mail to them and it suggest you how to do it so based on this suggestions you go through it

so that tacit knowledge intronize then you make use of it to perform your job right.

So that is how you can explicate tacit knowledge of the users to perform effectively so make sure that
these two criteria are met that is it is integrated and interactive as well see that is how it happens. So if

you have a integrative and interactive system then it helps you to evaluate both interpret and adopt



knowledge to new context right, in the same continuation that I have talked about you see that these are
the repositories that the input is coming okay.
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Integrative and Interactive Knowledge Applications

The integrative component of a KM system helps users in critically evaluating,
interpreting, and adapting knowledge to new context, domains, and applications
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Then this is a KM system which is which has a integrated application component it also has a
interactive component so that is how see it is a two way process you see. And it is a one way process it
means that input is being put into the repositories which is going to be used the other computers and
here you have users systems users who can interact with the system right. And then what ever based on
these interactions they adopt knowledge and which could be used to new context domains and that can

be applied in different settings then how the knowledge moves okay.

Now if you look at the new system we have talked about that it should be integrating and interactive it
means the knowledge repositories would be developed in such a way so that people can interact with
this not only make use of the knowledge that is there in the system.
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Knowledge Flow Models: Centripetality and Centrifugality

Electronic publishing follows a centrifugal model unlike KM's centripetal moadel. In
electronic publishing, consumers rarely fall into the same community of practice or
work group as the authors

(Source: Tiwana, A.: Knowledge Management Toolkit, 2002) 27

But if you look at this it says that. How the knowledge flows right. That two kind of forces if you
remember that is start is one is centripetal and the other is centrifugal, what does it mean if it is
centrifugal it means what okay. And the example that if that is given here is a electronic publishing
model okay in case of in electronic publishing mortal what happens it is more centripetal force
centripetal means what if you look at this figure what does it show from here the knowledge is coming

out okay.

There is a center and this is moving out, okay so this is what we know centripetal, centrifugal. In this
case of centripetal what happens knowledge is moving in okay, so it is better to have a knowledge
management system integrative system which actually allows flow of knowledge from outside to
inside? And similarly it should be also centripetal in the sense that it should be able to you should be

able to extract knowledge out of the system right.

So A it is here nothing else but it is the knowledge author and U is the consumers okay, so from author
to consumer it is going out it is okay. There is a book from where the knowledge is being used by the
consumers and here the author and the consumer both are here and so they interact and relate, so this is
related to the integrated component and this is related to interactive component okay. So if it is
centripetal then you have both the cap ability where you go for integrity as well as interactive
knowledge right.
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The Interactive Application
Component
* The integrative components of a KM system

primarily support codified and explicitly
captured knowledge.

* The interactive component therefore focused
on enabling interaction among people and
providing a basic channel for sharing tacit
knowledge.

pos

So interactive application component is very, very important okay it also supports basically the both

kind of knowledge codified and explicit knowledge while in integrative support only explicit
knowledge okay and that is why you should focus more on having a system which is interactive in
nature right because it provides you a channel to share knowledge across people okay.
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Then moving to see, I have already talked about it this model that is based on Nonaka and Takeuchi in
that he wrote in his book sorry his article that was published in Harvard Business Review, knowledge
creating company. Now if you look at this knowledge creating companies we have already talked about
how the knowledge transform is transformed from tacit to explicit or otherwise known and then we talk

about four different kind of modes through which it happened right.



Socialization where you go for personalized knowledge transfer tacit to tacit, externalize that is tacit to
Explicit combination explicit to explicit and that is initialization where you do something then come to
know about something and that is tacit knowledge right, now if you look at this how we can make use
of it see there are different kinds of things okay. Here this is based on individual from one individual
moving to another individual so the focus is more on interactive forums right if you look at this okay it

is moving from individuals group okay tacit to explicit.

So it is more interactive forums and here also it is from groups to company so you are using different
kind of things from company to groups or groups to companies that is again interactive and here it is
interactive in the sense that the center of it is the group in the individual and the peripheral move to the
company right, so now if you look at this we are going to use different kind of combinations to ensure

that how we are going for interactive knowledge.

So that in what way you are going to have or develop interactive component in the knowledge
management system so that knowledge transform transformed into different from tacit to tacit, explicit
to tacit or explicit to explicit right, so you need to have more interactive component and that is how it
happens see S E C I means for Socialization, Externalization, Combination and Internalization. So
these are the processes where you can see the kind of interaction that happens between the individuals,
group and their companies’ right.
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Architectural components (shown shaded) to be modified or
expanded to integrate the KM system with the existing architecture
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(Source: Tiwana, A.: Knowledge Management Toolkit, 2002)
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And then see, what happened see this is architecture basically it is a architectural component that is

modified in order to see that it is not really integrated but interactive as well see this is the overall



system see this is the hardware part, this is the functional architecture this is the network architecture,
this is a client architecture, so from hardware you have server and here the repositories are there right
and then you have software and then you have hardware, so this is related to hardware part this is

related to software part okay.

Then from here Application architecture you have applications which is going to be integrative and
interactive and software you have Middleware and Application software and operating systems right
and then you have functional architecture okay so you see that how this is related okay. And this need
to be modified depending upon whether you want to have integrated system or interactive systems, if
this kind of system it is both integrative and interactive also right, so KM Application has to be not only
integrative but interactive in nature.

(Refer Slide Time: 16:14)
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See how it happens, so you have functional hardware and software these are the repositories and this is
a system through which they are interacted and related okay. To the cross section of the overall
architecture and then you have to see that where they want to make integrative or interactive right.
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See this, this is the integrated application connected through a TCP/IP network and this is a transaction
server, this is operational database server, there is application server, there is a workflow servers right,
these are the end users where people are there okay and this is connected through, client's different
client this is connected with this one, so this is a integrated knowledge application okay which is
connected through various servers okay and also the users right.
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Build or Buy?

* When you begin development, your choices are:

— To build a system in-house, using team members from
the internal IT department and the end-user
community of knowledge workers form whom the
system is being built.

— To add external consultants to strengthen the weaker
expertise areas for the option described above.

— To develop the system from scratch (not
recommended).

33
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Another issue is to relate to build or buy okay, when you are going to design a KM architecture okay
you have people from the IT systems coming to users and also others then have to see that whether you
need to have external, external consultants or not depending upon the requirement okay and then you
are going to develop the system from this page okay, provided you do not have any kind of IT system

in place or no ERP System, but if you have some kind of system then you can build upon that right.



Then whether you are going to outsource this kind of system or you are going to develop in in-house
like when we developed this ERP system it was a in-house okay because we had a functional expertise
in the area we had people we had experts within the system which tried to develop it and then kept on
modifying it depending upon the requirement right so you have to talk to the consultant to see whether
you go for an after sales solution you are going to buy the softwares like SIP, ERP or what Oracle

whatever it is there is software tools that is available for integration.

Whether going to buy them from our out whether that particular software or the tool is going to meet
the requirement of your organization or not you must make sure that it is going to be applied and
customize depending upon your requirements right or you can go for buying certain parts or then
building certain parts or you can use a never approach right okay.
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Now look at the various approaches that can be followed if you are going to customize in-house
upfront cost may be high starting cost may be very high solution depends okay, upon the requirement
time taken is very, very high flexibility, but it is very, very flexible highly flexible and customizable,
customizability also high because you know understand the requirement and accordingly you can
develop it right, but if you are going to have a customize one with the a consultant support again the
class is good to a high, but the time taken will be less more flexibility in customizability very, very high

but quality may vary right here.

And the cost may be also very high and there are certain risk associated with that one but if you are



going for customized solution provided by a consultant then. Cost may be less solution will be average
time will be low but flexibility and other things with be less okay but you might competitors may also
be having the same kind of system, so it does not provide you any competitive advantage suppose
development by the end users themselves those are going to use it then. The cost other things are low

okay but flexibility is very high but it is not recommended because they are the experts right.

But if you are going for a stand of standard off the shell solutions, then cost is less solution may be high
but you do not take any time for develop but flexibility and customizability is less, though the
investment is less but you know that other issues are there but for going for customized off-the-shelf
solution okay, you can look at it how it happens okay. And this should be your choice because if you
are going for customized off-the-shelf solution the cost would be low, solution is good okay, you take

less time to double of the system flexibility and other things are also average.

And if we are going for completely off the shelf solution then the cost is low, solution is high but this
flexibility other things are very, very high and that should be your first choice so depending upon your
requirement you are going to decide whether you are going to build in or buy in.
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Performance and Scalability

* Scalability refers to the ability of the KM system to
support an increasing number of users and a higher
load of transactions.

* Scalability also affects performance of the system at
larger stage.

* Keep the following set of key performance-related
factors in mind when you deciding on the design of a
KM system:

— Plan and account for additional time delays as usage grows.
— Keep repository update time in perspective.

— Keep time delays for navigating between different pa
the interface to a minimum.

¢ 4
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Another issue that is related to the KM System is its performance and scalability. Suppose the number

of user’s increases or there is going to more and more transactions in the future whether your system is
going to sustain that or not so that is related to scalability resources. You have a high level of scalability
it means your performance is going to be good okay, even in the future so what you need to do is that

when you are going to look into the performance related criteria in mind make sure that the plan



account of additional time delays are there okay.

You have the repositories which is updated in perspective it means your knowledge base is very, very
updated and then you have a system in place which is good and there is no time for the navigation
delay in time when they were getting different parts of the system right. And that is going to decide
about the performance so scalability means that increasing the number of users can use it, maintaining
the same performance level okay and how you are going to gage the performance make sure that there
is no time delays, people are able to use it the knowledge system is updated on a regular basis right and
you have better user interface.

(Refer Slide Time: 22:02)
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User Interface Design Considerations

* Functionality, Consistency, Visual clarity,
Navigation and control, Relevancy, Feedback.

Functionality Navigability
. ul
Rel
Consistency Qonisiderstions elevance
Visual Clarity Feedback
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See these are the considerations functional considerations for this functionality consistency and visual
clarity, these are the user interface considerations and that is related to navigability, relevance, and
feedback. It means the user must find it useful to get relevant or consistent information should be clear
to them, they would be able to navigate navigate means that it has easy to use or access, it should be
very, very relevant information that they are going to have and then they should be able to get feedback

out of the system.

Right so these are their criteria so when you are going to design a system especially, for the users make
sure that you design a KM system which meet these criteria or the characteristics.
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A Network View of The KM
Architecture

* The team network should not be confused with
idiosyncratic communications network in generic
sense,

* The network constitutes both the technological
network and underlying social and organizational
network in which the tecbhnology operates.

* KM system should broadly fall under the category of
shared IT applications and services within the
hierarchy of the IT infrastructure.
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Now look at another issue that is very, very important the network of your because basically you are
going to develop a system which is connected to networks basically communication networks okay. It
is not a team network or people are going to interact and relate with each other but it is a
communication network built upon IT system in general sense right, so if you are going to have a
network system which has three major characteristics it has a technological network, it has a social

network and it also has a technological network which is built upon a technology platform right.

So you need to ensure that this technology platform is are the network which is based on these three
parameters technology society organization and you are going to use a technology platform it is better
really integrated, so this network must be able to support the communication across these pieces right.
And then you have to see that how you are going to apply I.T. systems application services within the
hierarchy of the IT infrastructure that is very, very important.
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Now if you look at this that is what we are going to discuss today see what happens this is a knowledge
network Enterprise KM system. This talks about how the knowledge flows okay through website,
databases, messages, file systems, legacy systems, workflows, collaborative tools and discussions. So
these are the tools through which the knowledge flows from the enterprise knowledge management

system to different to stakeholders right, through different means okay.

Like websites are the communication carriers, their databases are the repositories, messages the context
through which information is send, in the file systems like how the systems is organized, then how the
system is integrated with other systems that is what we know legacy system like how your ERP system
is connected or integrated with your accounting system right, existing accounting system and how the
workflows okay and what the various collaborative tools that is used and then how discussion takes

place.

So here you look at it that how the enterprise knowledge system is connected through the knowledge
flows, then the next part and then when it comes to knowledge happening you can see that how the
knowledge is being mapped into system, you have repositories, you have models, distributed channels,
enterprise data, Meta data, right, you have informal formal conversations, check in check out, what
kind of data’s should be kept and what not be kept then the how this is connected to links internal

networks right sorry external networks.

Then come to the data sources now if you look at it the data is coming from where it is coming from

the distributed search retrieval that it could be multimedia content right, you have videos images and



other forms of multimedia which where the content is available or it is versioning controls, versioning
of what version it is because the version gets updated over a period of time. Then you have bulletin
boards okay like our digital white boards flash okay board. All these kind of things that is used by them

the organization institute the then your transaction data how the digital has been transacted okay.

What kind of data is being transacted through different sources within the organization, then the
operational data, how it is being shared okay what kind of operational data is going to be put into the
repositories, okay and the various reports that is going to be there and how you going to put these data
into the repositories, then the last part is related to information exchange that how the information is
going to be communicated, you have viewing tools, collaborations, context addition, messaging
integration, legacy integration, Threading, how one thing leads to another one and then you how

independent the platform is right.

Irrespective of the independence platform you make sure that people are able to work across platforms
okay, and able to integrate the data and sources together. They need to also related to what you call will
push in the intelligent agents and network mining, how the network can be used like data mining, we
have web farming technologies, information indexing and classification, how the information is
indexed and classified, how the information the clustered and lumped, so that when you search for

relevant information it is possible for you to get it right.

So this is the network oriented view of knowledge and system which talks about knowledge flow
information map, how what are the data sources how information should be communicated and how we
go about my mining in the information.

(Refer Slide Time: 27:33)



Future-proofing The KM System

Metrics and performance.

1. Accept the inevitability.
2. Business drivers.

3. Common standards.

4. Users.

5. Intuitive

6.

7.

Legacy integration.

(5]
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In the last part we are going to discuss that how we are going to have a very future-proof knowledge
when I am system it is very important in the sense that in knowledge management system should be
very very robust, so when you are going to design a knowledge management blueprint. We have also
looked into various considerations that what kind of system you have whether it should be integrated,
interactive, what kind of components you should have, how the project is to be connected, what are the

issues related to repositories okay.

So in order to ensure that you have a viable KM system which is going to work in future in two and it
is going to meet the criteria of performance in a scalability both you make sure that your system is
ready for the future, right, it is very, very important and it is managed and maintained well, it is
operated on a timely basis okay. So that you have relevant knowledge base in your system. Now when
it comes to evaluating make sure that sometimes it may happen right, it is not working so sometimes
inevitably and something that is unavoidable to make sure that there sometimes happen that there are

going to be certain things which cannot be avoided okay.

So you accept it because no system is going to be one hundred percent or spool proof you should be
able to identify the loopholes in the system and when and how to are going to embrace that right, so
accept the inevitable something that is going to be unavoidable, but you must be able to understand that
how you are going to avoid it, second thing that it should be treated as a business right, it means it must
be aligned with the knowledge management system, I mean your corporate strategy and make sure that
the reason for having a knowledge management system is related to achieving the goals and objectives

of the organization okay.



It is not something of fired are something that is in a fashion that you want to have, but it must be
related because it requires cost, it requires resources to make sure that it is driven by the business right
and then you have a common standards for across the board across vertical and horizontal and ensure
that everybody is able to use and have access to use. Then you must also keep in mind the users, the
end users because any system that is meant, is meant for the users because ultimately it is the users are

the customers internal and external who are going to make use of the system.

So they should be in a poison to retrieve and apply the information in the context, relevant context so
that it is useful to them okay. Another important issue is that it could also have some form of not only
explicit knowledge, but tacit knowledge that is more intuitive because when you are going to going for
rational decisions okay. You need more explicit knowledge but due to lack of explicit knowledge in
certain domain areas okay make sure that people are going to apply and take certain intuitive decisions

which could turn out to be a good decision as well right.

So make sure that it is help you to be more intuitive means more innovative and creative in their
approach okay, then another issue is very, very important in that once you develop a KM system you
should be able to ensure that how you are going to evaluate it okay. Based on performance scalability,
so you can develop certain evaluation tools for Knowledge Management for certain metrics with the
help of which you can find out how effective and good the knowledge management system is okay, so

the criteria could be stakeholders, users okay.

It could whether it is able to drive business whether it is able to meet performance criteria, whether it is
able to meet profit criteria with the kind of innovations, trademarks, patterns, trade secrets, we have
come out with so that could be any useful indicator okay which is going to tell you that whether the
KM system is good or not okay. And finally your KM systems should be able to integrate well with
other systems that you have in the organization like you have the ERP system, make sure that ERP

system is well integrated with H.R. systems or the accounting systems right.

And that is how we can make sure that this is the blueprint that you are going to design for the KM

System is very, very effective and successful and it meets its objective thank you very much.



