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Information Systems

Information Systems

Knowledge Management 
Agenda

• Program Description
• Decomposition
• Managing Scope
• Long-term Roadmap
• DMAIC
• Quick Fix
• Defect Prevention
• Lessons Learned
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Knowledge Management
Charter

Program Description:  Improve the process for identifying, 
collecting, categorizing, and retrieving corporate knowledge.  
Define the requirements for a system environment to store, 
maintain, and retrieve corporate knowledge (e.g., resumes, related 
experience, proposals, project data, technical and project 
management data, etc.)   

Identify Collect Categorize Retrieve

Business Case:  Areas that will have $$ values associated 
with on project by project basis:

• Decrease Redundancy of Information, Hardware, Staff

• Decrease Cost of Customer Solutions/Increase Contract Value

• Decrease Time to Market

• Decrease Quality, Delivery and Cost Risks of Delivering Solutions

• Increase Knowledge Retention
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Knowledge Management
Decomposition

People

Company Intellectual Capital

Industry

Projects
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People Knowledge

People Company Intellectual Capital Industry Projects

• HR Info 
• Resumes
• Subject Matter Experts (SMEs)
• Roles and Responsibilities within 

Practice Areas 
• Training

KM
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Intellectual Capital Knowledge

• Patents & Copyrights
• Lessons Learned, Best Practices
• Marketing (Presentations/Info/Clients)
• Practice Areas
• Knowledge and Use of Company Tools
• Policies & procedures, Online Forms & 

Templates

People Company Intellectual Capital Industry Projects

KM
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Industry Knowledge

• Trade Literature, Technical 
References

• Benchmarking w/Industry 
Standards

• Industry Best Practices
• Product Evaluations
• Partnerships & Alliances
• Competitor Information

People Company Intellectual Capital Industry Projects

KM
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Projects Knowledge

People Company Intellectual Capital Industry Projects

• Customer Info & History w/ 
Company

• Project “Notebooks” (Documents, 
Presentations, Proposals)

• Deliverables Archives (PMPs, 
SRDs, DSDs, etc)

• Project Profiles
• Risk Management (Plans & Data)
• Financial Data & Reports

KM
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Knowledge Management
Managing Scope Grandparent:  Overall 

charter to improve KM 
systems

Grandchildren:         
• Find a SME
• Lessons Learned, Best Practices
• Partnerships & Alliances
• Deliverables Archives

Reasonable Scope:  Consolidate 
redundancies and eliminate knowledge 

gaps

People Intellectual Capital Industry Projects(y’s)

(x’s)

(Y)
KM
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Knowledge Management
Long-Term Roadmap and Related Activity Timeline

2001 2002
Q4 Q1 Q2 Q4 Q4Q1 Q2 Q3Q3 Q1 Q2 Q3 Q4

e-HR

TEDS 20

MS-Exchange

GroupPilot

Define – Charter

KM

2003 2004

myCompanySystems

Generation 0 1 2 3

Measure – Data Collection Analyze
Improve
Control

D M A I C

Portal Tool
Vendor Selection

DMAIC/DFSS (DMA--MA) DMA-MA                                     DFSS

New employee portal framework 
w/personalization/customization

New Search

Generation 1: Generation 2: Generation 3:

Content Reengineering Desktop Integration

Consolidate and eliminate redundant KM systems

Generation 1:

Project team collaboration portal Enhancements/O&M

Collaboration
DFSS

Pilot

Generation 1: Generation 2:

w/Portal
Integration DFSS/DMAIC Enhancements

Generation 2:

DFSS- SMEs Other Grandchildren ProjectsIntegrate w/Collaboration/Portal

Grandchildren Projects

Legend: Gen. 1:  In Progress

Gen. 2/3:  Future
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Sub-Charter - DMAIC

Program Description: Improve the current Company  process for 
establishing Knowledge Management systems.  Inventory all of 
the knowledge bases (KBs) within Company  and determine which 
can be combined/eliminated

Business Case: For each KB, identify the owner and the 
2002 budget associated with that KB.  Develop a plan to 
combine/eliminate KBs and determine the resulting annual 
cost savings.  Use portions of the 2002 KB budgets to 
perform the consolidation (self-funding).

Define Measure Analyze Improve Control

Jan. 2002 Feb. 2002 Mar. 2002 June 2002 June 2002
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DMAIC - Define

Current Process Flow Diagram:

Identify Need 
for Knowledge 
Base

Do Analysis 
w/IS to Identify 
Solution

Get Budget

Develop/Build

Division
Division

Division

Duplicate Systems

Duplicate Hardware

Duplicate Maint. Staff

Voice of 
the 

Customer

CTQs

Defects:
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Knowledge Management
DMAIC - Measure

Staff for 
Development

and/or
Maintenance Identify 2002 

Budgets and Owners

Identify #s of Staff
Supporting apps

Infrastructure

Map apps to servers
In each Division
From URLs/IPs

Identify # of servers
In prod./test/dev

per Division 

Applications

Identify websites,
applications 

Identify content
and content owners

Identify system 
owners

Divisions

Practices

Content

Content Overlaps

Content Owners

System Owners

System Infrastructures

2002 Budgets

Budget Owners

Data Collection Data Stratification

6σ
To

ol
s

6σ Tools

Pe
rf

or
m

 In
ve

nt
or

y

Frequency Plots

Pareto Charts

Line Graphs

Control Charts

Check Sheets

Operational Definitions

Histograms

Identify server
capacity/apps usage
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DMAIC - Analyze

Identify Need for 
Knowledge Base

Do Analysis w/IS to 
Identify Solution

Get Budget

Develop/Build

Division
Division

Division

Duplicate Systems

Duplicate Hardware

Staff

Scatter Plots

The Five Whys

Brainstorming

Control Charts

Activity Flow Diagrams

Cause and Effect

6σ ToolsHow & Why Defects are Created:

Does requestor  
ask if already 
exists?

Is it hard to find?

Located on 
Division server 
and can’t find it

Doesn’t know 
how to get 
there

Find multiple, don’t know 
which to use, so create new 
one 

Found application, but 
not exact match to need

Pareto Charts
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DMAIC - Improve

Identify Need for 
Knowledge Base

Do Analysis w/IS to 
Identify Solution

Get Budget

Develop/Build

Division
Division

Division

Duplicate Systems

Duplicate Hardware

Staff

6σ Tools

Stakeholder Analysis

Consensus

Data Collection Plan

Flow Diagrams

Brainstorming

Check Sheets

Stratification

Immediate Remedy:

• Remove Duplicates 

• Combine/Eliminate

Long-term Solution:

• Prevent Defects  

• Establish Governance Process
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Knowledge Management
DMAIC – Establish Governance Process

Duplicate Systems

Duplicate Hardware

Staff

Identify Need 
for 
Knowledge 
Base

Do Analysis 
w/IS to 
Identify 
Solution

Get Budget

Develop/Build

Division
Division

Division

Consensus

No

Yes

Company-wide Review Board

Use existing 
KM application

Is New Req. 
in KM 

Inventory?

Flag as ‘under 
review  in KM 
Inventory

Communicate/ 
meet with Review 
Boardng
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KM Architecture & Issues

• Governance
– Governance regarding the development of and additions to the 

Company KM system will need tight Configuration Management to 
prevent defects

• System Architecture & Administration
– KM systems typically are rather large and grow rapidly once users find 

value
• Content Management & Quality Control

– Users must be able to find what they need and trust what they find
• Supporting remote populations

– Company has a significant number of employees not directly 
connected to the Company network
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KM Lessons Learned

• Transitioning former f/t Position
– Assign ‘Acting Manager’
– Push back on Manager

• Narrowing Scope
– Decompose the problem
– Create sub-charters

• Managing Multiple Projects (6 to date)
– Assign Lead Green Belts
– Align projects with each other as appropriate (timeline & 

dependencies)
– Meet regularly with Green Belts

• Using Six Sigma Resources
– Meet often with Master Black Belt
– Communicate with other Black Belts


