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What we’ll attempt to cover the next 45 minutes

A problem scenario

Discuss knowledge creation and transfer
Creativity and problem-solving

Why the CMDB is necessary but not sufficient
Capturing and sharing knowledge

Tapping the untapped potential

Life, love and music
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The CMEQ business unit is unhappy about business outcomes

EC3 and RR1 being poorly served by the ISD Service Catalogue
The ISD Account Manager has 30 days to do something about it
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Organizations exists because their collective knowledge and

experience exceeds that of individuals. They learn and forget just
like individuals do, hence the concept of organizational memory
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+ People are versatile stores and vehicles of knowledge. They can also walk out the door with it.

« Pr . and O ion are also effective stores of knowledge but
there are limits on what forms of knowledge they can store.

« New knowledge is created from simple and complex interactions between these stores of knowledge
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Advantages of knowledge stored in the technical sub-system are

largely in terms of availability, scalability, consistency and costs
which are limitations associated with human resources

» Process definition and automation are effective in capturing and
codifying the knowledge of key individuals thereby increasing its
availability to others as well as avoiding losses when they leave

« Applications facilitate the consistent execution of policies and
procedures through institutionalization of process knowledge

« Knowledge embedded in applications is asynchronously available in
multiple forms and interfaces with fewer constraints

« Certain aspects of creating knowledge such as detection, discovery,

optimization, prioritization, scheduling, simulation and visualization
are beyond the computational and cognitive abilities of humans
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"We can know more than we can tell."

The Encyclopedia of Informal Education

hutp://www.infed.org/encyclopaedia.htm
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- Michael Polanyi, a philosopher and professor of chemistry
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Knowledge transfer occurs when experience in one unit of an
organization affects performance in another unit
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However, transfer of knowledge is difficult because of stickiness
factors* associated with the knowledge itself and the situation

KNOWLEDGE FACTORS
Causal ambiguity
Unproven knowledge

SITUATION FACTORS
Lack of absorptive capacity
Lack of retentive capacity
Reputation of source
Motivation of recipient
Relationship and interaction
Barren context

*Based on work by Gabriel SzulansH at INSEAD and Wharton School
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Meanwhile on intuition the ISD account manager has analyzed the

Statement of Service Capability and found similarity in the
characteristics of EC3 and two other business outcomes
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Coordinate and control field resources interacting with customers
Timely actions required to solve problems and fulfill requests

Need for knowledge and information to be easily accessible

Need to integrate field units with back-office systems and processes

.
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What’s common between a beer can and a Canon photocopier?
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Creation of new knowledge is not simply a matter of
“processing" objective information. Rather, it depends on
tapping tacit and often highly subjective insights, intuitions, and
hunches of individual employees and making those insights
available for testing and use by the company as a whole.
- Ikujiro Nonaka. The Knowledge-Creating Company. Harvard Business Review. 1991
01991 by the President and Fellows of Harvard College
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The Virtual Office solution has proven successful in increasing the

field productivity of sales teams; its product manager is actively
seeking to add demand from additional market spaces
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The account manager visualizes a service designed to support

coordinated action by a Rapid Response Team with quick and
convenient access to a knowledge base and a central office

This s the value
the customer buys

‘ demand

demand

Services that
maintain value

(Constructed using Gartner's et L S Sty oo Coppig 07
Senico Modeling Notation) - o
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ISD services are tagged with business outcomes to facilitate creativity and
insight in finding solutions for customers and to highly leverage existing
services and service assets already proven in performance

The product manager analyzes the market space EC3 represents to
see if there is business case to provide a new offering based on
the Virtual Office service to solve the problem faced by CMEQ

Catalog of Business Outcomes (CBO) 1SD Service Catalog
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The product manager then relies on information in the

Configuration Management (CMS) to determine if a solution is
feasible in terms of price, performance and utilization

« Relationships between service assets and configuration items
Performance and utilization co-related with customer satisfaction data
+  Problems and known errors co-related with demand and workload

+ Financial data and cost structures

Lifecycle data on technology assets and components

Performance factors Supporting services
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SACM facilitates the creation of new knowledge and insight by

defining, documenting and maintaining clear, complete, correct
and current information on services and service assets.

There cannot be repeatable service performance without reusable
components and configurations

There is no utility or warranty for customers without repeatable and
reliable service performance

Without utility and warranty, demand for the service is not
sustainable; basis for cost recovery is uncertain.

It is necessary to maintain a controlled vocabulary and a repository
of information on services, service assets and configurations
including designs, structural models, templates, records and
anything else to produce a service.

In short, SACM codifies and maintains all the knowledge associated
with a service across its lifecycle.
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Demand for underlying services and service assets is based on
process definitions, activity patterns, committed service levels,
business plans and historical data
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Pricing and bundling is useful to “segment and serve” customers

based on their priorities, preferences and privileges to pay for
specific or pre-defined levels of utility and warranty

Optional Product managers rely on the SKMS for information on
performance and utilization of services, assets and
Enhancing components for decisions on pricing and bundiing.
service
package

Bundiing is also useful in managing complexity and
in demand and in minimizing costs over the
Iifecycle of the service.

Probable demand
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Information is not knowledge,

Knowledge is not wisdom,

‘Wisdom is not truth,
Truth is not beauty,
Beauty is not love,

Love is not music,
and Music is THE BEST.

- Frank Zappa, "Packard Goose” inalbum Joe's Garage: Act I & I (Tower Records, 1979)
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DATA: Know-nothing, INFORMATION: know-what, KNOWLEDGE:
know-how and INSIGHT: know-why*
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"'If HP knew what HP knows, it would be three times more profitable.”

- Lewis Platt, former CEO, Hewlett-Packard
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Service potential is productive capacity ‘stored’ in service assets

representing service levels to be delivered. Customers value
services for their potential to boost performance.

Customer

Performance potential

Service Provider
Service potential
Business

assets

Service
Assets

Cost to serve

Constraints
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Unrecovered costs

Demand

Idle capacity

(Business Unit)

(Service Unit)
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