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K now ledge m anagem ent is a form 
of expertise-centred m anagem ent 
w h ich  draws out tacit know ledge 

m aking  it a ccess ib le  for sp ec ific  pu r­
poses to im prove  the p erfo rm an ce  of 
organisations. [It] is em erging as a key 
con cern  of o rgan isations, p a rticu la rly  
those w h ich  have  a lread y  redesigned 
their business processes and em bedded 
a total quality approach into their prac­
tices.

For the past four years, I have  been 
involved  in extensive research exam in ­
ing the in fo rm ation  te ch n o lo g y  in fra ­
structure capab ilities  of organisations. 
A  s ign ifican t part of that research  is 
now  focusing on the nature of the c a ­
pab ilities required to p rovide a sound 
basis for successfu lly m anaging kn o w l­
edge processes, p ro fess ionals and 
know ledge w ork.

I have m ultip le agendas in address­
ing readers on this top ic: to p rovide a 
lens through w h ich  to v iew  this em erg­
ing phenom enon; to stim ulate thinking 
and discussion about the role o f library 
and inform ation  se rv ice  professionals 
and the role of libraries in the m anage­
m ent o f kn o w led g e ; to en co u rag e  li ­
brary and inform ation service d irectors 
to lead by exam p le  in m anag ing  the 
know ledge of their organisations, c o l­
leagues and staff; and to ch a lle n g e  
readers to tell us how  they are m anag­
ing know ledge now .

Clarifying the notion of 
knowledge management
K n o w led g e  is increas in g ly  seen as a 
prim ary business asset and know ledge 
m anagem ent as a key d ifferentiator be­
tw een  firms in the late 1990s. Integral 
to the im p lem enta tion  of kn o w led g e  
m anagem ent is understand ing  the o r­
gan isation 's inform ation flow s and im ­
p lem enting  o rgan isationa l learn ing  
practices w h ich  m ake exp lic it key as­
pects of its kn o w led g e  base. K n o w l­
edge m anagem ent is not about 
m anaging or organising books or jou r­
nals, search ing  the Internet for c lients 
or arranging for the c ircu la tion  of m a ­
terials. H o w eve r, each  of these a c t iv i­
ties can  in som e w a y  be part of the 
know ledge m anagem ent spectrum  and 
processes.

K n o w led g e  m anagem ent is about 
en h an c in g  the use of o rgan isa tiona l 
know ledge through sound practices of 
information managem ent and organisa­

tiona l learn ing . It in vo lves  tw o  key 
com ponents: utilising and exploiting of 
the o rgan isation 's  inform ation  (w h ich  
needs to be m anaged for this to occu r); 
and second, the app lication  of peoples' 
com petencies , skills, talents, thoughts, 
ideas, in tu itions, com m itm ents , 
m otivations and im aginations.

The fact that a sales person or refer­
en ce  lib rarian  know s som ething about 
w h y  products or se rv ices are not u ti­
lised the w a y  the organisation desires is 
not of itself organ isational know ledge. 
It b ecom es o rgan isationa l kn ow led ge  
w hen  there are m anagem ent processes 
in p lace  w h ich  capture that often per­
sonal, tacit, front-line inform ation from 
w h ich  others in the organisation learn 
and m ake decis ions.

This represents a quantum  shift for 
most organisations to a focus on using 
hum an expertise for business a d v a n ­
tage.

First steps in 
managing knowledge
Four in terdependen t steps in getting 
started in know ledge m anagem ent are 
described  by Boynton :

• m aking know ledge vis ib le ;

• bu ild ing  know ledge intensity;

• develop ing  a know ledge culture; and

• bu ild ing  know ledge infrastructure.

To w hat extent does your o rgan isa­
tion  a lread y  have  one or m ore of the 
four steps in p lace? Libraries, as infor­
m ation-based services, should  under­
stand the im portance of each  of these 
steps and som e are a lready  taking the 
lead in their organisations w ith  the en ­
cou rag em en t of sen io r m anagem ent. 
O thers w a it  to be asked, w h ich  I sug­
gest is no longer a sensible approach in 
e ither business or personal re la t io n ­
ships!

Knowledge work, 
libraries and librarians
The basis o f h o w  o rgan isations c o m ­
pete —  their core com petencies —  in­
c rea s in g ly  cen tre  around  m anag ing  
k n o w led g e  and kn o w led g e  w orkers. 
W h e re  an organ isation 's perfo rm ance 
is h e a v ily  re liant on kn o w led g e  w o rk  
then k n o w led g e  m anagem en t is p iv ­
otal.

Bu t to w h a t extent do lib rarians

m easure up as know ledge w orkers? O r  
is ours just inform ation w ork?

K n o w led g e  w o rk  is cha rac te rised  
by va rie ty  and excep tion  rather than 
routine and is perform ed by p ro fes­
sional or techn ica l workers w ith  a high 
level of skill and expertise.

Librarians w h o  exercise their in te l­
lects in any  of these types of activ ities 
are kn o w led g e  w orkers. If you r w o rk  
can be, or is, to ta lly  rou tin ised , then 
you are an adm inistrative w orker, not a 
kn o w led g e  w o rker. If you  describ e  
w hat you do as organ ising  things for 
others to access, you com e c lo se  to 
being an adm in istra tive  w o rke r rather 
than a know ledge w orker.

L ib rarians h ave  ex ce llen t skills in 
organ ising  and co d ify in g  in fo rm ation  
sources and making these accessib le  to 
others. This represents the top layer of 
the know ledge m ap —  inform ation —  
rather than tac it and ex p lic it  k n o w l­
edge.

K n o w led g e  m anagem en t is not 
ow ned  by any one group in an o rgan i­
sation, nor by any one profession  or 
industry. But if you w an t to be a p layer 
in the em erg ing  kn o w led g e  m an ag e ­
ment phenom enon, you need to under­
stand the m u ltip le  perspectives of the 
other players. b

W h e n  th e  e x p a n d e d  v e rs io n  o f  th is  
a r t ic le  w a s  p u b l is h e d  in  ALJ, M a r ia n n e  
a s ke d  fo r  a c a n d id a te  o rg a n is a t io n  to  b e  
p a r t  o f  a case  s tu d y . S e v e ra l re a d e rs  c o n ­
ta c te d  M a r ia n n e . T h ey  re c o g n is e d  th e  n a ­
tu re  o f  th e ir  o rg a n is a t io n 's  in fo r m a t io n  
p o lit ic s  a n d  id e n t i f ie d  its  im p a c t  o n  p o ­
te n tia l k n o w le d g e  m a n a g e m e n t in it ia t iv e s  
as n e g a tiv e . To d a te , n o n e  h a v e  b e e n  
s u ita b le  as a p o te n t ia l  te a c h in g  case  —  
th a t is, a n  8 - 2 0  p a g e  e x p lo ra t io n  o f  an  
o rg a n is a tio n a l s itu a t io n  w h e re  th e  o rg a n i­
s a t io n  is w i l l in g  to  b e  n a m e d , a i r  th e  
p o s it iv e s  a n d  n e g a tiv e s , a n d  w h e re  th e y  
a re  s o m e  'le s s o n s  le a rn t '.  M a r ia n n e  is 
n o w  w o rk in g  w ith  a la rg e  f i rm  d e v e lo p ­
in g  a te a c h in g  case  a b o u t  h o w  th e  f i rm  
has s u c c e s s fu lly  c o m m e n c e d  th e  im p le ­
m e n ta t io n  o f  k n o w le d g e  m a n a g e m e n t  
p ra c tic e s , b u t  she re m a in s  w i l l in g  to  c o n ­
s id e r  a n y  l ib ra ry  a n d  in fo rm a t io n  se rv ice s  
w h o  th in k  th e y  m ig h t  b e  s u ita b le .

Extract from A u s tra l ia n  L ib r a r y  J o u rn a l,  
February 1 997, V o lu m e  46, N Q 1. The 
com p le te  artic le , w ith  re ferences can  
be found on p6 of that journal. a
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