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1 THEME 4 - INTRODUCTION

1.1 Context:
The definition of a terminology requires answering the following questions beforehand:

e  Who? The corollary of the previous question: Who are targeted by this terminology? Who
will be using it?

e  Why? Why a common terminology is required? What does this terminology aim at?

e  What? What will be the content of this terminology? Which terms will be selected? Which
definition(s) will be associated to each concept?

Many approaches can be followed, from the most philosophical ones to the most pragmatic ones,
depending on the answers to these different questions. Moreover Knowledge Management is a
complex area that brings together several people from different fields with different background.
This context dramatically increases the difficulty of a common vocabulary definition.

The Theme 4 was a fixed-time event with one-month duration, which is very short regarding the
definition of a KM terminology . To increase the theme efficiency, it has been decided to select one
terminology approach and to promote it over the theme period.

At the same time, the CEN (Comité Européen de normalisation. in English: Standardisation Euro-
pean Committee) was defining a KM glossary that had to be attached to the CEN’s knowledge
management framework dedicated to SMEs. It has been decided to merge the effort and to promote
the CEN work (particularly their glossary) through the theme 4. Applied to the CEN KM glossary
the answer to the previous questions could be:

e  Who? The SMEs and KM practitioners in contact with SMEs.

e  Why? The CEN KM glossary aims at making SMEs understand better the most famous
knowledge management concepts.

e  What? This issue was still open before the theme 4. Therefore one of the theme 4 main ob-
jectives was to help CEN to answer this question.

1.2  Objectives
The theme 4 main objectives were the following:

e To select the most relevant terms and definitions for a KM glossary dedicated to
SMEs,

e To make the CEN KM glossary initiative visible to the knowledgeboard (KB) commu-
nity and to initiate interactions between the two sides,

e More generally to support the CEN glossary activity with knowledgeboard facilities
(polls, online workshop, online documents, survey, comment function, statistics...

e to bootstrap the T&T SIG by reaching a critical mass in term of content and people,

Theme4-Synthesis Report.v03.2003-06-19.doc Page 5



EKMF: Theme 2 European KM Forum: IST-2000-26393

1.3 Expected outcomes
The expected outcomes of the Theme 4 were:

e to put on line a first list of 30 KM concepts with different definitions coming from litera-
ture,

e to make the KB community react to the terminology content,

e to provide a first set of definitions coming from this community.

1.4 Target groups

e KM theorists and/or KM searchers who are interested in providing significant definition to
KM concepts.

e KM practitioners who need to explain what KM means to their customers.

1.5 Supporting Team
Following persons have contributed to conceive and moderate the Theme 4 events and activities:
e Ecole Centrale de Paris: Mounib MEKHILEF (CEN representative)
e ATOS ORIGIN: Philippe PEREZ
e JAO: Marc PUDLATZ, Patricia PW WOLF.
e BIBA: Frithjof Weber.

1.6 Topics:
The theme 4 duration was 4 weeks. Each week was dedicated to a particular topic:

e Week 1: What is the interest of a KM unified terminology: Investigation of the different
reasons for having a common KM glossary at the European level.

e  Week 2: Definition of a core European terminology with 30 terms: Diffusion of the first set
of 30 terms selected by CEN.

e Week 3: A terminology for a better understanding of KM: With the participation of Karl-
Erik Sveiby to explain some key-concepts in KM.

e  Week 4: the unified terminology in action: How can we leverage the CEN glossary through
knowledgeboard?
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2 EVENTS AND ACTIVITIES
Two kind of activities have been achieved during the theme 4:

e Content delivery through the knowledgeboard SIG: “Theory and terminology* (T&T)
(http://www.knowledgeboard.com/community/zones/tt.html)

¢ Organization of several electronic events on www.knowledgeboard.com

21 The SIG “theory and terminology”
34 new documents have been put on line during the theme 4 duration:

e  One list of existing KM glossaries with related URL,
e  One limited glossary provided by one of the T&T SIG editors,
e The CEN glossary first version,
e The theme 4 brochure,
e 22 sets of definitions,
e 4 weekly digests,
e 4 workshop transcripts.

In collaboration with the CEN glossary working group, a first version of the CEN terminology has
been showed for the very first time to the KB community. The purpose was to make the CEN work
visible to the European knowledge management community, to leverage the result of their work.
This glossary was used as basis to organize other theme activities.

The following figure shows a hit analysis of the different KM definitions, made two months after
the theme completion:
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Figure 1 hit analysis of the CEN definitions

This figure gives good indications about what people expectation would be regarding the KM glos-
sary content.

The “Knowledge Management” definitions are by far the most consulted definitions and the con-
cept “knowledge” is second. This result is quite astonishing as the KB community is supposed to be
particularly aware of these definitions. But KM is not so easy to define: many definitions are exist-
ing over the literature. We can explain this interest by the KB members’ wish to find the best KM
definition of they will use in their work or in they research activities.

A second cluster of concepts (between 400 hits and 450 hits) concerns complex and usual terms
directly coming from the KM jargon: Ontology, story telling, CoP, taxonomy.

“Skill” has not a good ranking. Probably everybody in the KM community knows the meaning of
this usual concept. It looks to be the same for the following concepts like CRM, CKO, data, explicit
knowledge, core competencies, knowledge audit and information, which are at the end of this rank-
ing with a score under 200 hits. This could be the result of both:

e A good knowledge of these concepts meaning,

e A lack of interest regarding these concepts.
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2.2 Electronic events

For the theme 4, several events have been planned in order to get the KB community interact about
KM terminology.

1) Two keynote presentations:

e One with Karl M Wiig (Knowledge Research Institute) titled “What is knowledge? What is
not?”

e One with Wout Steurs (KPMG) titled “What can KM practitioners can expect from an uni-
fied terminology?”’

2) Four electronic workshops addressing different issues:
e A common terminology: why?
e  What is the core terminology in KM?

e KM expert on line: please, could you help me in understanding better some KM concepts?
With Karl Erik Sveiby.

e How we can make the unified terminology of interest for the whole KM community? (all
the SIG editors were invited).

3) Four polls (one poll per week).
4) One survey.
Two CEN working workshops dedicated to CEN terminology discussions.

Unfortunately the lack of participants forced us to cancel the two keynote presentations and two
electronic workshops. With hindsight, some reasons can explain this situation. They are provided in
the conclusion. This section emphasizes the results of the different events.

2.2.1 Online workshops

2.2.1.1 What is the core terminology in KM (held the 12/03/03):

Moderated by Philippe PEREZ from ATOS ORIGIN - 4 attendees - Transcript available on
knowledgeboard (click here).

Discussion summary:

The discussion followed two directions:

Should some high level concepts like "Emotional Intelligence" be included into the core glossary?
Even if these concepts are important, it can be too esoteric for SME people. It has been decided to
inform the CEN project team about this point and to let them decide.

What should be the process to define the core terminology? Propositions was made to start net-
working with SMEs in order to capture their own terminology and to adapt the KM terminology to
the SME context. On one hand, it has been suggested to not use the concept “KM?” at all. On the
other hand, the objective of a teaching glossary must be to make the SMEs aware of what KM is. In
this case each KM concept (even the complex ones) should be explained to SME:s.
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2.2.1.2KM expert on line: Karl-Erik Sveiby (held the 19/03/03):

Moderated by Philippe PEREZ from Atos Origin - 30 attendees- Coupled with the forum Theory
and SIG - Transcript available on knowledgeboard (click here).

Two weeks before, people were able to ask some questions to Karl-Erik through a dedicated thread
on the SIG Theory and Terminology (T&T) forum. 12 questions were asked this way. Karl-Erik
Sveiby answered almost everyone.

Discussion summary:

"Knowledge Management' and "Intangibles':

KM is the "Art of Creating Value by Leveraging Intangible Assets”. It is an "oxymoron". This KM
definition is a way of "seeing" the organisation as a value creating system only consisting of intan-
gibles, Knowledge being the most important intangible. Other Intangibles are: brand, customer
relationships, employee relationships, systems, processes, individual competence, attitudes, col-
laborative climate, etc.

"Trust":

"trust is not a KM issue, but it is a crucial issue that determines the level of knowledge sharing" [In
a turbulent market],"trust is tested and those that have built trust can now "cash in" by experiencing
less customer loss, less motivational loss, etc. Trust and Culture are too BIG to be operational. Nar-
rower concepts, such as Collaborative Climate" are more appropriate.

"cultural and language barriers'" and importance of F2F meetings to overcome these barri-
ers:

"There is really no substitute for F2F (Face to Face) meetings. See F2F meetings as an investment
in bandwidth. The emails become much simpler to understand after a F2F."

Conclusion:

Practice of KM will definitely make companies better places, but not the IT-focused version of
KM. When we focus on IT solutions we forget the simple cheap K sharing that takes place when
people work together. Mentor - apprenticeships for instance. Knowledge is action. Without action
there is no value creation.

2.2.1.3 CEN workshops (held the 13/03/03 and the 27/03/03):
First CEN workshop:

2 attendees. Transcript available on knowledgeboard (click here)
Because of the lack of participants, this workshop has been turned into an interview of the CEN
glossary responsible: Mounib Mekhilef (Ecole Centrale de Paris)

Discussion summary:

The CEN’s work targets the KM beginners and particularly the SMEs. The first CEN release will
not freeze the terminology. The work will be carried on afterward, with many interactions with the
SMEs, through different networks. The objective of CEN project is not to provide KM solution to
SMEs, but to make SMEs understand what KM can provide to them. As far as the terminology is
concerned, a balance must be found between the different domains: process, tools, people, assets.
The glossary must be equitable from this point of view. Later, the range of this terminology should
be extended. It can become a thesaurus, even an ontology. Many possibilities are envisaged by the
CEN. A good approach is required, which involves all the KM community. The Knowledge Angels
initiative is maybe too limited to a research audience. Further works around terminology are envis-
aged: knowledge board transaction analysis, correlative analysis of scientific papers. A specific
approach is envisaged to support the concept definition activity: the ontology-functional-genetic
approach.
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Second CEN workshop:

5 attendees- moderated by Mounib Mekhilef (Ecole Centrale de Paris) - the workshop transcript
is available on knowledgeboard (click here)
The discussion addressed the following issues:

Status:
A rapid status of the diffusion of the CEN glossary through KB has been made.

Discussion summary:

e Some KM practices and general management activities are privileged in this glossary and
not others.

e Everyone stressed the necessity to take into account evolutions and the "fitness for pur-
pose" necessity: The requirement defines the content.

e Interactions with SMEs are required before freezing the glossary.
e Standardization of a glossary is not possible.

e Moreover, the selected concepts must help SMEs to understand the main KM big ideas.
CEN must definitely adopt the SMEs'slant.

e The KM glossary must be kept as simple as possible.
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2.2.2 Polls

Every week of the theme 4, a new poll was proposed to the members of the KB community. The
objective was to get their opinion about important issues related to Theme 4. An average of 10-20
people weekly voted in the poll.

2.2.2.1 First week poll

The first question asked to the KB community was “What is the main obstacle of a common termi-
nology initiative?” The following choices were proposed:

e Language difference,
e KM complexity,
e  Cultural difference,

e  Multi-disciplinary aspect.

The result of the pool is shown on the figure below:

dlanguage
difference

W KM complexity

Ocultural difference

O multi-disciplinary
aspect

Figure 2: Theme 4 - first poll results

The result of this pool confirms that the multi-disciplines aspect is the main issue for the definition
of a common glossary (54%). From this point of view, the CEN's will to define an unified glossary
dedicated to KM beginners should make the work very much easier, as the teaching aspect implies
a more pragmatic approach. Language difference is not considered as an obstacle by the knowl-
edgeboard community, which is a rather good new for CEN people in charge of the European uni-
fied glossary.

2.2.2.2 Second poll

The second question asked during the second week dealt with what an unified terminology should
be. People was requested to select one proposal between the following:

e Dbusiness-oriented (to develop KM business),
e academic-oriented , (to support research purpose),
e teaching-oriented (to learn KM),

e other.

Theme4-Synthesis Report.v03.2003-06-19.doc Page 12
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The result is shown by the following figure:

Mbusiness-oriented (to
develop KM business)

M academic-oriented (to
support research activity)

DOteaching-oriented (to learn
KM)

DOother.

Figure 3 Theme 4 - second weekly poll results.

Through this pool it appears clearly that a strong majority of people expects more business oppor-
tunities from a unified and standardized vocabulary. This figure should be compared to the low
score of an academic-oriented terminology (9%): Business requires a unified KM glossary, re-
search does not. To buy expensive KM solutions, companies need to understand perfectly the KM
area. On the other side, searchers do not like being prisoners of a closed vocabulary. Teaching is
considered as an important objective as well (27%). The question is: can we address business and
teaching purposes in the same terminology?

2.2.2.3 Third poll

The third pool addressed the knowledge management definition, by asking the following question
to the KB community with four answer proposals:

a good definition of Knowledge Management must insist on:
e the managerial dimension,
e corporate/cultural aspect,

e the role of new technologies

o The knowledge-related processes (capturing, storing, sharing, developing).

The following figure shows the third poll result:

O managerial dimension

@ corporate/cultural
aspect

Oknowledge related
processes

Onew technologies

Figure 4 Theme 4 — third weekly poll results.
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For the KB community: Knowledge Management is definitely not a technology issue. The know-
lege-related processes are as important as corporate and cultural aspect. Therefore a good KM defi-
nition should emphasize both.

2.2.2.4 Fourth poll

The last poll question was about the role of an unified terminology. The question was:

What do you expect from an unified terminology:
o A better diffusion of KM concepts?
e a better understanding of KM?
e More business?

e nothing?

The result is shown by the following figure:

Obetter diffusion of KM
concepts

Ml better understanding
of KM

O more business

Onothing

Figure 5 Theme 4 - second weekly poll results.

More than three quarters (77%) of the KB community said that the main purpose of an unified ter-
minology is to improve the understanding and the dissemination (both are related) of Knowledge
management. Then the role of a unified terminology must be definitely "to teach" people.

it must be noted that 17% believes that an unified terminology is useless.

2.2.3 Survey:

The survey gave to KB community the opportunity to vote for or against problematic KM concepts.
The asked question was "Should these concepts pertain to the KM glossary that is being defined by
CEN?"

52 people participated to this survey.

The following figure shows the percentage of people (in ascending order) who are in favour of
putting the related concept into the CEN's KM glossary:
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Figure 6 the theme 4 survey result

These results have been sending to the CEN group that will take them into account for the defini-
tion of their KM glossary. Some observations can be made: we can see that 13 concepts out 15
obtain more than 50 %, which is quite big. "Information" is at the top of this ranking. The strong
conceptual relationship between "Information" and "Knowledge" explains this good position.

On the other side, we can be surprised that "Skill" is only in 12th position though it could have
been seen as a very important KM concept: In some definition, KM is described as nothing but a
Skill oriented-management within an enterprise.

"KM role" and "CKO" are not really in good position (10th and 11th). This indicates definitely that
the Organizational aspect of KM within an enterprise and related positions are not a priority. We
can notice that "Personal KM" is in 13th position though "Organization KM" is in 5th position.
Abstract concepts such as "knowledge worker", "Organisational culture", "Learning Organiza-
tion",... which promote the knowledge-centric company vision, are in good places in this ranking.
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3

OUTCOMES

The main outcomes emerging from Theme 4 activities can be briefly summarised as follows.

3.1

3.2

Diffusion of the CEN work

Theme 4 gave to the CEN group a wonderful opportunity to make their intermediate results
public for the very first time. During the month of March, dedicated to the theme 4, a list of
30 terms has been submitted through the SIG “Theory and Terminology”. 22 terms have
several definitions attached, with a total of 90 definitions. 2 months after the theme comple-
tion, the glossary has generated more than 1100 hits. 6 concept definitions have got more
than 400 hits (Taxonomy, CoP, Story telling, Ontology, Knowledge, KM). KM definitions
have obtained more than 1400 hits.

Two CEN internal workshops have been organized online (i.e on knowledgeboard). A few
number of people attended these two sessions, but the two workshops transcripts have been
read more than 960 times.

These impressive statistics figure out the role of the Theme 4 regarding the CEN work. Since
the first of March, it has been a powerful channel between the CEN team and the knowl-
edgeboard community, diffusing and promoting their work. At the beginning of the theme
many people from the KB community did know nothing about CEN. After the theme 4 com-
pletion it can be said that this is not true anymore.

Feedbacks from the KB community

Moreover, many feedbacks have come from the knowledgeboard community, which brings a
lot of contributions to the CEN team, in their difficult activity of defining a KM glossary.
These feedbacks have been provided through the different channels available on the knowl-
edgeboard portal.

Survey: before the theme 4, the CEN was wondering which KM terms should pertain to the
final glossary. First surveys have been made by CEN with a short participation. A list of 15
problematic was selected into a survey. The KB community had to vote for these terms:
should they be selected into the final glossary? More than 50 people voted for the member-
ship of each term, which is considered as a good score. The CEN has been provided with this
survey results and they decided to take this inputs as a major contribution for making the fi-
nal decision.

Comments: Two months after the theme 4 completion the CEN glossary generated 45
comments, either on the list itself, or on the proposed definitions. The definitions of “knowl-
edge management” has got 28 comments, which is a very high score. Thanks to comment, 23
new definitions have been collected for 7 concepts: (Community of Practice, Knowledge,
Knowledge Management, Intangible assets, Organisational work, story telling, Learning or-
ganization, Intellectual capital, Customer Relationship management, Knowledge worker).

Workshop: Interesting discussions took place on knowledgeboard around KM terminology.
The following suggestions and remarks have been made toward the CEN glossary working

group:
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e Addition of the following concepts Emotional Intelligence, Knowledge sharing, Knowl-
edge networking, Creative abrasion, Epistemology, Knowledge ecology, Emotional Intelli-
gence.

e Some KM practices and general management activities are privileged in this glossary and
not others.

e "Fitness for purpose" must be adopted by CEN: The requirement defines the content.

e Interactions with SMEs are required. CEN must definitely adopt the SMEs'slant.

e The KM glossary must be kept as simple as possible and must not be too theoretical.

e Adoption of two definitions per concept: a theoretical one that will be complex and exhaus-
tive (for KM experts) and capture the exact meaning of the concept; A more pragmatic and
simpler one that will be less precise but more understandable for KM beginners.

3.3  Theme 4: a decisive contribution to the SIG “Theory and Terminology”:

Before the theme 4, this SIG was not really existing: it was just a few documents on line,
some threads into a forum. Since the end of March, after the theme completion the SIG T&T
is now a reality, in term of content and people.

Content: As mentioned in the section 2.1, more than 30 documents have been put on line.
Putting all together, they generated almost 15000 hits. The complete (but not final) CEN
glossary of KM is now available on the T&T SIG with more than 30 terms and 90 defini-
tions. This CEN glossary is now really the keystone of the SIG. Motivated people make
comments, provide alternative definitions, and suggest concepts addition about this glossary.
The theme enabled to bootstrap this collaborative work. The result is that an alternative and
collaborative glossary is about to be put on line.

People: By analysing all the comments, the list of workshop attendees, the forum new con-
tributions, a core list of fifteen people interested by KM terminology issues has been identi-
fied. By relying on this core list, more collaborative contributions are expected. A first ex-
ample of contribution is given by the interview of a member of this list, which had been put
on line recently. A mailing list addressing all these persons should be available soon that will
enable to carry on the work around the KM glossary.

3.4 Future:

Two directions are envisaged to carry on the work achieved over the theme 4.

Collaboration with CEN to be continued: Of course, the T&T SIG must become a particular place
to disseminate the CEN work about glossary. Firstly, the missing definitions will be provided as
soon as the CEN will make them available. At the moment the following 8 KM concepts have no
definition: Knowledge workers, Intellectual capital, KM technologies, Personal KM, KM role,
measuring, Organisational KM, Extended companies. Secondly the final CEN glossary will be
provided when available. Moreover, related feedbacks will be sent to the related CEN working

group.

Alternative work on the T&T SIG: In parallel to the CEN initiative an alternative glossary will be
provided and submitted through the T&T SIG. This work will rely on the core list of people men-
tioned above. Alternative definitions will be proposed, further terms will be added according to the
T&T SIG.
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4 CONCLUSION AND LESSONS LEARNT (FOR INTERNAL USE ONLY)

If we consider the assigned objectives and the related outcomes, the theme 4 was successful on the
following points:

e The first version of CEN KM glossary was made visible through the T&T SIG with a high
statistical score. This will be a decisive argument to convince SMEs to collaborate to the
next steps.

e The knowledgeboard community contributed to the CEN work by providing many feed-
backs through the survey, some online discussions, definition hits and definition com-
ments. Particularly many comments and suggestions has been made with respect to the list
of concepts and the nature of definitions.

e The T&T Special interest group has now reached a critical mass with a solid content, a
clear vision and several motivated people.

Thus, Theme 4 contributed to both project objectives: creating and developing a pan-European KM
community, and promoting the principles of KM and the benefits of its applications to business
problems.

Lessons learnt and ideas

We agree with all the remarks done by the different teams who managed the previous theme activi-
ties. We would like to add the following comments.

Event cancellation: As explained in a previous chapter, many events have been cancelled particu-
larly a keynote presentation with Karl Wig as well as another one with a KPMG consultant. Al-
though a good promotion, interesting topics and the presence of a KM guru, the audience for such
an event was very low. Technical issues and other human reason inherent in people community
(people were busy, people forgot to register, ...) can explain this situation. Attempt to turn these
events into interviews failed probably because speakers were disappointed. For this reason, the
impact of cancelling a keynote presentation can be disastrous. Therefore we will recommend the
following behaviour regarding the keynote presentations:

e to avoid the organization of keynote presentation and to use other channels (online work-
shop, interviews,...).

e If a keynote presentation must be organized, to directly recruit people who can be really inter-
ested by this presentation and to make sure that they will register and that they will technically
access to the SIFT tool. At least 20 people should be recruited this way, to have a strong
basement for the keynote presentation.

Small involvement / large audience: The definition of a terminology in KM must be envisaged as
a meta-activity that will involve a few people from the KM. Terminology does not really address
the hottest topic in KM like “How to motivate KM worker?”, “ How to improve the collaboration
between people?” etc... For this reason it would be an illusion to believe that all the KB commu-
nity will contribute to the work achieved in the T&T SIG. On the other hand, as showed by the
statistics, this work will be very useful to the KB community, which must be seen as a consumer, a
kind of customer who requires a good terminology for his KM activities (business, research).

Online workshop with guest star: The online workshop with Karl Erik Sveiby was particularly
successful. This type of event should get more importance in a good theme plan. Of course the
presence of a KM guru attracts people. Moreover it is quite easy to activate high-level people for
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such events, thanks to the knowledgeboard reputation. The topics of the workshop must be defined
in collaboration with the speaker, these objectives must be reminded at the beginning of the work-
shop, to out-of the scope questions.

More Interviews: Interviews are definitely the killer channels for the theme. They are not time
consuming (by email or through a online workshop), easy to arrange, there is no audience problem
and they can be read asynchronously.

leveraging theme impacts with all the knowledgeboard facilities: The combination of SIG con-
tent, forum, online workshop, comment tool, survey and statistical hits can really have a maximal
impact on the knowledgeboard community and leverage the theme results. This strategy must be
adopted during the theme program definition by investigating how these different tools can have a
mutual influence on each other for the theme and related SIG benefits.

Marketing. The theme 4 probably suffered from a lack of marketing and promotion, because of
some delay in the theme 4 definition. We gave more importance to internal promotion (through
knowledgeboard) and neglected external marketing (among other KM communities) because of a
very tight schedule. For this reason it is important to follow the recommendations given in the new
way of working guide, particularly the time plan.
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