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Lecture 09
Capturing Tacit Knowledge

Ok, so in the last lecture we had seen that what is Knowledge Management cycle and in that we
have seen that it starts with capturing and creating knowledge. And then, we go for storage
dissemination and use. Now, as a part of ongoing discussion, I am going to discuss that out how

to capture tacit knowledge.

(Refer Slide Time: 00:43:
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We will also discuss about various tools, techniques and methodologies that is used for

capturing tacit knowledge.
(Refer Slide Time: 00:53)



Knowledge Codification in the KM System Life Cycle
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Now, if you look at this figure, the most important thing is, when you are, when you are going to

KNOWLEDGE
BASE

A

capture tacit knowledge, that is when you want to transform tacit knowledge into explicit
knowledge, then, you need to codify it, right, okay. So, in order to codify this knowledge, you
need to capture it. And this capturing process basically gives importance to how to create

knowledge.

And then, how you are going to capture it in some form, so, that this knowledge is codified from
tacit to explicit knowledge. Now, if you look at this booklet sorry, this flowchart, it shows that
there are tools, programs and other things and the experts through which knowledge capture is

done. Almost knowledge capture is done then it is codified using certain programs.

Now, and then, we move to the next stage. That is testing and development. And for the other
stages which will discuss at the later stage. So, mine my main focus here is when I am talking
about knowledge codification is that how to go about the knowledge capturing part; that is very,

very important in this process. And then, later on, we discuss about knowledge codification.
(Refer Slide Time: 02:10)
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What Is Knowledge Capture ?

* Transfer of problem-solving expertise from some
knowledge source to a repository or a program

* A process by which the expert’s thoughts and
experiences are captured- mind automation

* Includes capturing knowledge from other sources
such as books, technical manuscripts, etc.

* A knowledge developer collaborates with an
expert to convert expertise into a coded program

* Knowing how experts know what they know

———
Now when I am talking about knowledge capturing, what does it mean? It means somewhere the
knowledge is available. So, you need to identify the source. And see that how it can be captured;

Knowledge is available where? Knowledge could be available in either tacit form or explicit

form. So, explicit form means that knowledge is available in books, manuscript, guidelines.

Or if it is available in tacit form, it means it is available with people who have the knowledge or
who are the experts. Now, when I am talking about knowledge capturing, that is nothing is that
how to transfer expertise from knowledge source to the repository and that is what we are going

to discuss.

Basically, the idea here is, that how you can convert that tacit knowledge which is here, with that
experts into explicit knowledge, okay. That is how; if you look at the process it is defined as how
we are going to capture the thoughts, experiences which are there with the experts. and this is
what you call mind automation. Mind automation is that nothing but how we are going to

automate what is there in mind in some form which is available for others to use.

And this knowledge capturing sources are many. It could be books, manuscripts etcetera or it
could be also be the people who are having the expertise and the knowledge. So, what is the role
of a knowledge developer? What is he going to do? He is going to collaborate with the experts

okay, so, that you can convert them into a program.
So, in order to codify knowledge, you are going to use certain tools and techniques to write it.

And that is what you call it as program. So, when a knowledge developer is a person whose basic



task is to capture the knowledge from the experts. And then, he is going to put them into a code
which can be easily accessed with the help of the technology.

The most important job of the knowledge developer is what? How experts know what it is? So,
he is basically going to capture the processes through which the experts are doing their work,
okay.

(Refer Slide Time: 04:21)
|

Steps involved

* Knowledge capturing is a demanding process

in which knowledge developer collaborates
with the experts to convert expertise into a
coded program. It include three steps-

1. Use of appropriate tools to get information
from the expert

2. Interpreting the information and inferring the
experts knowledge and reasoning process

3. Using the interpretation to build the rules
that represent the expert’s though proces
solution g Y
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We will discuss lot of techniques of knowledge capturing. Now, if you look at some of steps that
are involved in knowledge capturing because knowledge capturing is not that easy. Getting the
knowledge which is there with somebody, okays, it is very, very important. What you need to do?

You have to look at the process of knowledge capturing.

How to capture the knowledge which is residing either with it experts or with or available in the
explicit form? So, it is a demanding process. And experts have major role to play because they
should understand the process clearly explicitly, how they are doing the things; and at the same
time the knowledge developers should also be in a position to understand the processes which is

being used by the experts.

Because ultimately the knowledge developers collaborate with the experts to convert your
expertise into a coded program, into a coded program, right. So that it is codified, the knowledge
is codified in explicit form. Now he is going to use certain tools to get the information from the

experts. We will discuss the issues, what are issues we will talk about it.



Then, he is going to interpret the information, the info, and the expert’s knowledge using certain
reasoning processes. And ultimately interpret to build the rules that represents from the experts
thought process, now this people offices or very, very important so you have to see that how to

get information, how to interpret or infer that using certain reasoning processes.

And then how are you going to build the rules so that you can codify it which could be

understood by others.

(Refer Slide Time: 06:04)
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Improving the Knowledge
Capture Process

* Knowledge developers should focus on how
experts approach a problem. They must Look
beyond the facts or the heuristics

» Re-evaluate how well knowledge developers
understand the problem domain and how
accurately they are modeling it.

* Elicit the expert knowledge through case situation

and scenarios. A
\ |
|
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So, moving further, the idea is that when you are going to capture knowledge, how to go about it

okay, what they should do? So you have to see that how and expert is doing with each other and
if, you are not able to understand how a person is doing a job apart from manuals and guidelines
that is available, okay. So, they have to look beyond the facts and written guidelines that is

available.

Because it is there for everyone; but the expert person will use or approach the problem in a
different way. I give an example, suppose you have a problem, okay. And then, you are looking
for a solution, right. If you go to a person who is not well known or novice he would give his

suggestion based on facts and figures and that is what is known as common sense knowledge.

But if you go to an expert, he will give you advice which could be very, very useful. Now, this
advice is not coming from say tools or algorithms. But it is coming from diverse approach which
is being used by the expert who defines the problem and to find out a solution. So, you have to

see that how experts are approaching to a particular problem.



Now then, once you have to able to focus on that the next stage is that whether you really
understand problem domain and how it is going to be modeled, okay. Then, for example the
process is clearly defined the knowledge developer should be equally competent to understand

the process that is being followed by the experts. Otherwise he will not be able to codify it, okay.

And then, you can use a situation scenario, for example in a particular context certain a problem
happens. Now, how the expert is going to solve this problem? If this kind of situation comes out
arises in the future, then, how you are going to solve this problem. To develop cases of scenarios

or build it and see that how expert is coming out to the solution of this problems.

And then, you must understand it in order to see that you are able to understand so that the
processes could be applied to situations which might arise In future. So, it is very important to

understand the role of knowledge developers.

(Refer Slide Time: 08:33)
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Indicators of Expertise

+ Experts are distinguished by the quantity and
quality of knowledge they possess.

+ They know more and what they know makes them
more efficient and effective.

+ Peers regard expert’s decisions good decisions

* Every time there is a problem, the expert is
consulted

« Expert sticks to the facts and works with a focus

+ Expert has a knack for explaining things

« Expert exhibits an exceptional quality in
explanations _

4

Now, the knowledge developer is one thing because they must be able to understand the process
and should be able to codify it. It means that what a expert understand as a process in the similar
fashion; the knowledge developer should also understand the process; right. Now, coming to the

expertise, expertise of whom?

The experts because we have to see, how to identify and try to get knowledge of the experts not
from everybody because it is the experts who have quality of tacit knowledge; so, that is why, we

need to differentiate them from normal persons, other persons who follow straight direct



thinking. Because experts are distinguished by quantity and quality of knowledge about the

process, if you have problem you go to an expert, right.

And this expert should be well known in the field, the kind of knowledge and the amount of
knowledge that they should have should be used, ok. And that is why it is very important to
identify expert from whom you can get better knowledge. Definitely they know more and what

they know make them more efficient element.

Because it is this the experts who will give you better advise; they will tell you that how things
can be done in more efficient and productive way. And you can also look at the peers, who think
that yes, he is an expert because he has always been taking good decisions, he is, he knows the

process well, he understands the job, he comes out of with a solution of the problem, ok.

So, whenever we have problem we need to consult him because he is the expert who knows how
to solve the problem. And experts not only stick to the fact also that provides them a base but
also they are very, very focused to a problem. Since they understand the things, they will be in a
very say, in a state manner, they would be very focused to the problem. They understand, okay

this is how you need to approach the problem.

Because the kind of experience and the learning that have gone them to make an expert, will
enable them to be more focused with the problem, okay. And they would be in a better position
explain things; it is not that ok why this is how, why this is happening, why this is not happening.

Except in some cases expert are not able to explain things.

But in most cases, expert must be able to explain things so that they can they could explain the
processes which must be understood by the knowledge developers, okay. And if experts are not
able to explain the processes then knowledge developer will not be able to codify it. And that is
why it is expected that they have very good quality when it comes to explaining the things and

processes to solve the problems.
(Refer Slide Time: 11:20)



Expert’s Qualifications

* Knows when to follow hunches and when to make exceptions
= Sees big picture

* Possesses good communication skills

* Tolerates stress L

* Thinks creatively

* Exhibits self-confidence

* Maintains credibility

* Operates within a schema-driven orientation

* Uses chunked knowledge

* Generates motivation and enthusiasm
* Shares expertise willingly
* Emulates a good teacher’s habits
|
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Now, some of the qualifications that is expected from experts or that the case, they know, the

things in a better way, they would be able to visualise the better picture or they would not only
concentrate on the problem that is happening but they would also be able to see that why this
problem is happening. What needs to be done so that this kind of problem does not happen in the

future?

In what contest this problem has happened, they only, they do not only look into the symptoms
of the problem but they try to find out the cause of the problem, so they will see a big picture.
And it is always better to see the big picture because in that case you would able to solve the
problem in the long run, okay. They have good communication skills; these are the personal traits

of the experts I am talking about.

The experts because unless you have good communications what will happen? We will not be
able to explain things. And then, you must have patients, as an expert you must have patience
because you does not become expert overnight. It needs lot of work, learning, insight and
experience on the part of the experts. So, experts do have lot of patience. So, they can tolerate a

stress at a higher level.

Because otherwise, they will not be coming as an expert, okay. And they are more divergent
thinker it means they are more innovative in their approach; do not look at the problem solution
in a very straight jacketed fashion. What they do? They try to see that how problem can be
solved, okay. And they are very, very stable.



It means the way they solve the problem very, very stable, persistent that is how they maintain
the credibility. And they operate between the schema driven orientation. What is schema driven
orientation is that whenever there is a problem they try to figure out what are the things, what are
the factors, what are the causes through which this is related. And they try to come out with a

scheme that this is how we move to solve the problem, okay.

And then they use junk knowledge. The junk knowledge is the knowledge that is collected from
different sources, different places and put them together for use and that is what is called junk
knowledge, right. Like, memory has junk knowledge, so they also use lot of information from

the memory.

Basically there is a collective information is known as junked information, okay. And they are
really motivated and enthusiastic because experts are always enthusiastic to be creative and to be
innovative, okay. And these people are not holding information. What they do? They try to share
the information to the extent possible, okay. And they have a good quality of a teacher; that is, as

a teacher you know they are all always ready to share their knowledge.

They are not holders of the knowledge; they are always to spread the knowledge. And that is why
they emulate a good teacher habits; that is why they say yes, they are going to share their

knowledge.

(Refer Slide Time: 14:08)
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Pros and Cons of Using a Single
Expert

Advantages:
* Ideal when building a simple KM system

* Aproblem in a restricted domain

* Facilitates the logistics aspect of coordinating
arrangements for knowledge capture

* Problem-related or personal conflicts are easier to
resolve

+ Shares more confidentiality with project-relate
information than does multiple expert

| s

Now, coming to talking about different kind of experts; now, the question is whether you are

going to use single experts or multiple experts ok, now we will discuss about what is of using a



single expert or multiple experts, both and in many cases, especially in case of R and D, okay, in

case of diagnosis and treatment of critical illness.

These kinds of methodology are used because those who are in critical illness or a problem, you
will go to a single expert. So he will be giving you some advice ok based on his knowledge and
expertise. And he whatever is possible he will do based on knowledge and experience that is the

advantage of single experience, sorry, single expert.

But when you go to multiple experts, what happen? The same problem can be approached from
diverse persons. In medical camp system it has been found that it is always better to use multiple
expert systems. But before we talk about the multiple expert systems, let us see and discuss the

advantage and disadvantages of a single expert system.

Single experts system, there is only one expert for a problem, okay. In many cases, you will find
they are only one expert’s, right. In many organisations, there is only one person doing only one
job. So, they can get expertise, right. And the idea is to used to build a simple knowledge
management system based on the expert of expert advice of the person who is having a solution

to the problem.

Now, but this is going to be in a restrictive domain in the sense because of his specialization, he
cannot approach the problem from different situations, right. Suppose you have a problem you
go to a doctor. Doctor is a specialising in a particular thing; suppose he is a Neurologist, okay.
But he also knew to say clinical psychologist, he also need to look at other doctors who are

having different specialization.

If you put them together you form a multiple expert. But if you go only to one expert he is going
to advise you in his domain that could be in the area of Neuro-psychologist. Suppose you have
certain problem, okay and you go for a checkup. And you are referred to a Neuro-psychologist he

is an expert in the field because that is his of, he is specialised in that.

But he is going to offer you advice in a restricted domain, okay. And you can make all kind of
advice since he is specialised in that, he can do everything related to that, okay. But here, what
actually happens? That, that single expert is going to provide you advice in a restricted domain

and that is where the problem comes.



Though the problem is related to personal conflict are easier to resolve, there is only one person
to going to him and whatever is saying you are going to accept it. There is no conflict with other
advice or other things and at the same time you can share more confidentiality because you know

that go to single expert he is going to keep it confidential with him.

But if you go to multiple experts what is a possibility of sharing that information is there and in

the process the confidentiality is lost.
(Refer Slide Time: 17:33)
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Pros and Cons of Using a Single
Expert (cont’d)

Drawbacks:
* The expert’s knowledge is not easy to capture

* Single experts provide a single line of reasoning,
which makes it difficult to evoke in-depth
discussion of the domain

* Single experts more likely to change scheduled
meetings than experts who are part of a team

* Expert knowledge is sometimes dispersed

|
Now if you are going to single expert, there also drawbacks because it is not very easy to capture

knowledge that is there with the single expert. Because the line is single of reasoning, he does
not get; you do not get basically in-depth discussion on that particular domain, okay. Though you
get in-depth discussion in the restricted domain, in the area of expertise, but that may not be of

sometime okay.

And sometime since they are alone they may available to you, okay. And then, it is disturbed you
if do not any one expert who is going to very good in that particular area. So, these are some of

the problems because of some times which do not you go for single expert.
(Refer Slide Time: 18:15)



Pros and Cons of Using Multiple
Experts

Advantages
* Complex problem domains benefit from the
expertise of more than one expert

* Working with multiple experts stimulates
interaction

* Listening to a variety of views allows knowledge
developer to consider alternative ways of
representing knowledge

* Formal meetings frequently a better environ
for generating thoughtful contributions
The solution is going to be multiple experts; where the multiple experts are located either at the
similar places or at different places, okay. And multiple experts could be used in cases of
complex problems because you get better advice if you are going to pool the expertise or the

knowledge resources from the different experts.

So, they interact and they try to come out with their advice on a problem, ok. Say, for example in
case of medical systems, medical knowledge management system what happened if you go to an
expert for a particular problem ok that may not be done; because you need to look at other
experts and also their advice because problem, the nature of problem may be very complex,

okay.

It is always good to consult multiple experts because they create better interaction among
themselves and then try to arrive at problem. And then the idea is to get a variety of knowledge
across experts you can develop alternative ways to represent knowledge. Suppose, if you go to

for a particular problem, so related to brain, you will go to a person, who is a neurosurgeon.

Now neurosurgeon alone, though he is going to work with brain, may not be enough. So, the
other possibilities are consulting a neuro clinical surgeon or it could be a brain surgeon, okay or
there could be another physician also. So, it could be a part of it. So you are getting, the

representation of knowledge is coming from different sources, okay.
And then, make sure that okay, these different experts meet together in a cordial environment;

and then they contribute to the solution of the problem. Is not there is a conflict of interest among

them. If there is a conflict of interest, then, it is not good in that case. The knowledge that is



represented may be contradictory and that may not be very useful and that is basically the

disadvantages.
(Refer Slide Time: 20:09)
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Pros and Cons of Using Multiple
Experts (cont’d)

Drawbacks:

* Scheduling difficulties

» Disagreements frequently occur among experts
+ Confidentiality issues

* Requires more than one knowledge developer
* Process loss in determining a solution

|
Some of the other disadvantages finding these experts, multiple experts and scheduling a meeting

for them at the same time because since all of them are experts and they are working in their own
domain, so they may not be free. Scheduling is a problem, okay. And then, another problem is
disagreements; the neuropsychologist may be seeing something else, the clinical psychologist

maybe something else. The brain surgeon might be saying something else.

So, that is why, there could be disagreement among the experts because each one of us is
approaching the problem from their perspective. And that is where this disagreement may occur.
And there could be a confidentiality because if they are going to share and interact with their
with the X-ray, records of a person then, the confidentiality issues may be there, they may not be

keep it themselves, okay.

Then, in that case, you do not require one knowledge developer because one knowledge
developer people cannot handle all the experts. So, you require as many as knowledge
developers as number of experts, so, that each knowledge developers is going to capture the

knowledge that is represented by that domain expert and codified, okay.
(Refer Slide Time: 21:21)



Developing a Relationship With
Experts

* Create the right impression- Knowledge developer
must learn quickly and se behavioral ad technical skills to
gain experts attention and respect.

* Do not underestimate the expert’s experience-
understand the experts style: procedure type, storyteller
type, godfather type or salesperson type

* Prepare well for the session- Knowledge developer
should know about the background of experts

* Decide where to hold the session- location an
meeting places should be quiet and interruption fr

o

And moving to the next one is that this is very important that how you are going to develop
relationship with the experts because unless you develop good relationship with the experts, you
will not be able to get anything out of it; because expert will not be ready or willing to tell you
the processes. As knowledge developer relationship is department for you to show your

enthusiasm, motivation.

And you must develop very cordial and good relationship with the experts so that actually helps
you to capture the knowledge. So, these are some of the points that it helps you to develop good
relationship with experts as a knowledge developer, so that you can capture the knowledge. Let

me discuss, some of the issues related to like creating the right impression.

In front of the expert as a knowledge developer you must make sure that you have all those skills
ok, so that you get his attention and respect. If the knowledge developer is not paying due
attention to you probably you will not be in a position to elicit any information out of it. So, what
is required is set of behavioral and technical skills on your part to understand the process and

understand the person, both.

Behaviour skills are required to understand the person better and a technical skills to understand
the process through which problem of the solution is arrived, okay. So, these characteristics
actually behavioural and technical skills are very, very important on the part of the developer and
that gets gives you respect and attention so that you will be able to create very good impression

in the front of the expert and probably will be willing to share.



And never underestimate the expert’s experience, okay because it is very, very important to
understand kind of style that is used by experts. I will talk about it later like procedure type or
stereotype or a storyteller type or a godfather type or a salesperson type. There could be of,
experts could be of different types.

So, you must know what kind of expert he is. Whether he is narrating the processes or he is
telling you or more concerned about the content, that is the story or then is acting like a father
figure or he is trying to market it, so whatever he has done. So, you have to understand the

experts and what kind of style is being used, okay.

And when you are trying to elicit information from the expert and you go to him and talk to him,
you must know everything about the experts. So, you go for a verification chapter, or you also
looking to the background in terms of his knowledge is experience, background where he has

worked because that will give you an idea about his expertise and knowledge, right.

And then, when you are going to hold sessions for capturing the knowledge. Location and
meeting places are very, very important; make sure that it is noise free, all kind of interactions
like voice mail, personal message, telephone calls all these avoided so that you have a peaceful

and quite session. And that is where you will be able to elicit more information, okay.

So, far we have been talking about how knowledge developer is going to capture the knowledge
that is lying with the experts whether you are going to use single expert or double or multiple

experts.
(Refer Slide Time: 24:38)



Styles of expert’s expressions

* Procedure type—methodical approach to the
solution

« Storyteller—focuses on the content of the domain at
the expense of the solution

+ Godfather—compulsion to take over the session

+ Salesperson—spends most of the time explaining his
or her solution is the best

|
Look at some of the expert expression. The procedure type is whether you follow the processes,
it is very, very methodical in doing that things. A storyteller it means that he is focusing on the
content of the domain, right. These are the important thing that has to be done, right; or there is a

godfather, there is a compulsion to take over the session means he dominates over the session

and he dictates you that this is how it is to be done.

And basically it is treating you like godfather means he knows everything and you do not know
everything, okay. And salesperson is basically those kinds of experts, okay and where they are
trying to explain things, okay. See, this is how it is happening, okay. So, they are more concerned

about the solution, okay of the problem.

(Refer Slide Time: 25:26)
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Approaching Multiple Experts

* Individual approach—holding a session with one
expert at a time

« Primary and secondary experts—start with the
senior expert first, on down to others in the
hierarchy. Alternatively, start bottom up for
verification and authentication of knowledge
gathered

* Small groups approach—experts gathered in one
place to provide a pool of information. Each
expert tested against expertise of others in the
group




Then you are going to approach multiple experts ok you can have one to one meeting or you
meet senior experts first like primary and secondary experts. Primary experts are senior experts
first. And then, you talk to people down the line and you talk to the juniors and then verify and
certificate the knowledge that you are get from the experts, so that it is correct and that is valid or

not.

Or you can have team also ok whether you are going to collect information from the teams or
small groups. And then you can see the kind of expertise coming out you can validate it and take
it

(Refer Slide Time: 26:01)
|

Analogies and Uncertainties In
Information

« Experts use analogies to explain events

* An expert’s knowledge is the ability to take
uncertain information and use a plausible line
of reasoning to clarify the fuzzy details

* Understanding experience. Knowledge in
cognitive psychology is helpful background

* Language problem. Reliable knowledge capture
requires understanding and interpreting
expert’s verbal description of information,
heuristics, and so on

I
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Now, some of the issues that actually we discuss is that in eliciting information is the analogy

and uncertainties’. What does it is mean, what do you by analogy? Analogy is mean that you try
to give similar statements or similar things talk about the similar things which closely resembles

with what you are doing, okay.

Sometimes you use analogy to explain. See this is related to this, see these, these things happens
in that particular thing. And this is very similar to what we are doing. So, you are giving an
analogy of the event that has happened to you and how you are identifying a particular solution,

okay. And then, expert knowledge is basically the ability to take uncertain information.

And it is a possible line of reasoning, okay to clarify the possibilities; because see when you are
going to solve the problem, as an expert, things may not be cleared to you. It may be very, very

fussy, okay based on your knowledge and experience as a expert you try to clarify it. And try to



come out, to make sure that how to bring clarity, to understand the problem, so that you can

come out with a solution, okay.

And that is where it is very, very important to understand the role of experience. So, you must, as
an expert basically the cognitive knowledge I mean is very, very important. Cognitive knowledge
is the thing that how you are going to perceive the event or the object or the phenomena? And
that is related to what you call the cognitive psychology. So, cognitive psychology basically

refers to certain processes of the mind that is how you are going to perceive.

How you are going to learn, how you are going to process the information, how you are going to
conceptualize, okay and then solve the problem. So, these are known as cognitive processes
related to psychology. That is perception, thinking, information processing and learning and

memory. So, you use these perception, thinking, learning and memory.

And these are known as cognitive process in psychology that could be used to understand
experience. And then, you also make sure that that kind of language that you are using similar,

ok because that helps you to understand and interpret information, right.

(Refer Slide Time: 28:17)
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The Interview As a Tool

* Commonly used in the early stages of tacit knowledge capture
* The voluntary nature of the interview is important

* Major benefit is behavioral analysis

= Interviewing as a tool requires training and preparation

* Greattool for eliciting information about complex subjects

= Convenienttool for evaluating the validity of information
acquired

* Types of Interview: Structured, semi-structured, and
unstructured
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Then, what are the various tools that could be used to capture the information? And interview is

most sought after that, okay. Because in order to capture the tacit knowledge, okay it is very, very
important that you connect to the people, you talk to them, you interview them, okay. It is very,

very important and through this interviewing, you can get lot of information from the experts.



So, interviewing is a very good technique actually. And you must prepare how to conduct
interviews, what are the kind of things that you require for conducting interviews, okay. And
once you conduct the interview to get the required information. Then, you make sure that how

you are going to validate the information that you have collected through the interview.

Because many times that many things that is said during the interview may not be authentic or
valid. And it may not be related to the problem itself through which it is solved. And different
types of interviews could be done like structured, semi structured and unstructured. Semi-
structured where you come out from prepared with the set of questions that question that you are

going to ask.

Where in semi structured you ask you questions and then the lead is given by the interviewee and
then based on that lead you ask for the questions. It is not fully structured but semi-structured in
the sense you come out with some questions, then, ask can probe the person and then he comes

out of that.

And unstructured interview, it is very, very unstructured in the sense that you do not go prepared
with a set of questions that is going to be asked, okay. You start with the question; okay what are
the problems that you solved and then, if he says this was the problem; then you ask next

question how did you solve this problem?

Then, what is the process that you are done, what are the tools and techniques that you have
used, what are the equipments, what are the processes that you have gone. That is how it is
proceeds, right. So, in this case we use both, all kind of interviews like semi-structured, structure
and unstructured. And at the same time you can ask different varieties of questions like we can

give you multiple choice questions, subjective questions, objective questions.

You can ask question in yes or no form also. So, there are different forms of interviews that could
be adopted as a interview tool, okay. Like multiple choice and yes, no questions, ranking the
scales, rank, okay on the particular scale that how did it happen, okay. That is how you are going

to proceed to ask different kind of the questions.
(Refer Slide Time: 30:40)



Things to Avoid

* Taping a session without advance permission from
the expert

* Converting the interview into an interrogation
* Interrupting the expert

« Asking questions that put the domain expert on the
defensive

* Losing control of the session

[

+ Pretending to understand an explanation when you
actually don’t

* Promising something that cannot be delivered
* Bring items not on the agenda
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And these are all the things that you need to avoid. It is very, very important ok. Get the
permission in advance from the expert, ok. Convert the interview into integration, do not
interrupt the experts, and let him speak out or ask question related to domain, okay and make

sure that is not going to defensive.

Do not lose control over the session that is very, very important. And then pretend to understand
an explanation, when you are actually do not. If it is trying to explain if you are not able to
understand try to see a reason that [ am trying to understand if it always looks good. Then if you
have any questions, you can ask again you probably tried to explain in a better way and in a

different way, ok.

Do not promise anything that cannot be delivered it is very, very important for the knowledge
developer to ensure that he is not going to say anything which is not correct or validated ok. And
then you tell him in advance ok this is what is we need to discuss with the expert in order to elicit

information.
(Refer Slide Time: 31:36)



Sources of Error that Reduce
Information Reliability

* Expert’s perceptual slant

* Expert’s failure to remember just what happened
* Expert’s fear of the unknown

* Communication problems

* Role bias

Errors made by Knowledge developer- Age, Race,
Gender

|
It is very, very important that that will help you to reduce information reliability, ok and that you

make sure that you are not going to use certain slang that is used by experts and sometimes you
may not be able to remember, that is always possible. And sometimes experts think that you will
come to know what will happen. So make him confident that this information will be used for a

particular purpose or objective so that he comes out with the information, right.

And make sure that there are no communication problems. Role biases, you as the interviewer or
the person as an expert make sure that you are playing, level playing field, nobody is going to
dominate others, okay. And make sure that you are not going to discriminate based on age, race
or gender that is very, very important and that would help you to reduce the information

reliability. That is okay. Thank you.



