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Palaces)and)Rulers) Movies)and)Stars) Research)and)Scien-sts)
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1991 – newly founded 

Five Departments:  
•  Welfare and Educational 

Sciences 
•  Architecture and Urban 

Development 
•  Civil Engineering 
•  Design  
•  Information Sciences 

In numbers:  
105 Professors   
90 Academic staff 
130 Other staff 

3.338 Students (WS 2015/16) 

600 Graduates per year  

Budget: 23,23 Mio. € (2016) 
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How&many&peer(reviewed&Knowledge&Management&&&
Intellectual&Capital&journals&are&there&since&1994?&&&

Source:&Serenko,&Bon3s&2013&
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And&another&25&academic&journals&addressing&KM/IC&
relevant&topics!&&

Source:&Serenko,&Bon3s&2013&
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Knowledge)Management)–)Today))

•  25)scholarly)peer>reviewed)KM)journals)&
(Serenko/Bon3s&2009,2013;&Serenko&et&al.&2010)&&

•  KM)Conferences)(annually):)&
26th&ACM&CIKM,&22nd&APQC&KM,&18th&ECKM,&16th&IKE,&17th&i(KNOW,&&
12th&IFKAD,&17th&KM&Asia,&13th&ICTK&S,&14th&ICICKM,&12th&KMO,&9th&ECIC,&&
9th&IC3K,&6th&ICIKM,&etc.&plus&tracks&at&other&conferences&(e.g.&BAM&K&L)&
&
=>&most&KM&conferences&are&s3ll&dominated&by&technology(oriented&
research&communi3es&&

•  Only)few)dedicated)KM)chairs)at)universi-es))
(e.g.&AU,&DE,&FIN,&HK,&NOR,&SA,&UK,&USA)&
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Knowledge)Management)–)Today)&

•  Genera3ons&of&KM&1st,&2nd,&3rd,&…&&

•  Not&another&‘fad’&or&‘fashion’&(Ponzi&&&Koenig&2002,&Serenko&&&Bon3s&
2013)&&

•  “Beyond&KM”&(Lehaney&et&al.&2004;&&Jordan&&&Miqerhofer,&2010)&&

•  “not%yet%a%reference%discipline,%but%is%progressing%well%towards%becoming%
one”%(Serenko&&&Bon3s&2013)%

•  “clear%trend%in%progress”,%but&without&a&“common%consensus%on%the%
direc:on%of%its%future%development”,%due&to&“the%lack%of%research%
background%and%conceptual%robustness”%(Tzortzaki&and&Mihio3s,&2014)&
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Global)Knowledge)Research)Network)

12&

We)aim)…))
…&to&undertake&world(class&collabora3ve&research&&
…&to&provide&evidence&based&advice&to&prac3cal&challenges&&
…&to&advance&theore3cal&understanding&of&knowledge&and&&
…&to&help&our&communi3es&to&advance&and&flourish&based&on&the&best&use&of&knowledge&and&
experiences.&&
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GKR(Network&Global&KM&Expert&Study:&Instrument&&

A.  Demographic&data&&
B.  Achievements,&Challenges,&

Approach&in&KM&Theory&&
&&KM&Prac3ce&&

C.  Core&Concepts:&Knowledge&&&
Knowledge&Management&&

D.  Research&needs&regarding&&
8&KM&Dimensions&&

E.  Educa3on&&&Teaching&for&KM&&
F.  Comments&–&Sugges3ons&–&

Feedback&&

Interview)Guide)

KM)Dimensions)D1>D7))

Delphi)Study)Ques-ons)–)B))

Plus:)D8)–)“KM$and$Knowledge$$
Economy$&$Knowledge$Society”$$
E$–$Teaching$of$KM$$

D1&–&Business&Outcome&

D2&–&Human&&&Social&Factors&&

D3&–&Technology&Enablers&&

D4&–&Knowledge&Processes&&

D5&–&Capabili3es&&

D6&–&Strategy&&

D7&–&Environment&&

D8&–&K(Economy&&&K(Society&&
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Global&Expert&Study:&Our&Sample&
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Our&Sample&–&n=119&from&industry&–&total=222&&
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Our&Sample&–&n=222&–&Disciplines&
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Our&Sample&–&n=222&–&Countries&&
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Where&is&research&most&needed?&&
What‘s&your&guess?&&

A.  Demographic&data&&
B.  Achievements,&Challenges,&

Approach&in&KM&Theory&&
&&KM&Prac3ce&&

C.  Core&Concepts:&Knowledge&&&
Knowledge&Management&&

D.  Research&needs&regarding&&
8&KM&Dimensions&&

E.  Educa3on&&&Teaching&for&KM&&
F.  Comments&–&Sugges3ons&–&

Feedback&&

Interview)Guide)

D1&–&Business&Outcome&
D2&–&Human&&&Social&Factors&&
D3&–&Technology&Enablers&&
D4&–&Knowledge&Processes&&
D5&–&Capabili3es&&

D6&–&Strategy&&
D7&–&Environment&&
D8&–&K(Economy&&&K(Society&&
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C1&–&Concept&of&Knowledge&
C2&–&Understanding&of&KM&
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by&GKR(Network&Members&

20&



Department)Informa-on)Sciences)

34%)
34%)

Environment)

34%)
K>Economy)
K>Society)

67%)

80%)

theore-cal))
understanding)of)
‘Knowledge’)

empirical)
57%)

Capabili-es)

68%)
Business)
Outcome)

42%)
KM))

Processes)

46%)
Strategy)

65%)
Human)&)

Social)Factors)

Social)Sonware)
‘Consumerisa-on’)
Redesign)of)work)

KM)as)capability)
Strategy)process))
with)Web2.0)/))
Alignment)of))

strategies))

Conceptual)status)
Integra-on)in)Orga.)/)

Business)/)Work)p.)
Orga.)rou-nes)

Knowledge)Supply)Chain)
)
Knowledge)Ecology)
Open)Innova-on)
Open)adap-ve)systems)
Knowledge)ci-es)/)regions)

Behavioural)turn))
Classical)themes))
(Culture,&Mo3va3on,&&
Leadership,&etc.)&
Social)consequences))
Power)>)Legi-miza-on)

Beyond)ROI))
New)approaches:)
IC,)Maturity)
Mul-dimensional)

Knowledge>based)Development))
Knowledge)Policy)(Na-onal)/)Regional)/)Local))
Democra-za-on)of)Knowledge,)Open)Knowledge)
Na-onal)Knowledge)Produc-on)Systems))

More))
Cri-cal)approaches))

as)contrast)to)dominant)
‘op-mis-c’)KM)view)

Importance)of)KM)research)areas)and)selected)research)themes))

Organisa-onal)Networks&

Organisa-onal)Learning&

Crea-vity)&)Innova-on&Basic)Concepts&

Intellectual)Capital&

KM)for)Economic)&)Social)Development)&

Technology)
enablers)

Research&Themes&iden3fied&&
by&GKR(Network&Members&

21&

Department)Informa-on)Sciences)

GKRN&Global&Expert&Study&&
Core)Concept:)Knowledge))

KM&research&should&re(visit&the&core&concept&of&‘knowledge’.&&
•  “Yes,%absolutely.%I%mean,%from%a%prac::oner%point%of%view,%I%think%we’ve%horrible%misinterpreted%
what%knowledge%is.”%(CA(03(CPS(EKM(12(BM)&&

•  “There%are%any%concepts%which%may%confuse%prac::oners%(business%people),%this%is%why%such%
research%is%needed%mostly%according%to%difference%in%understanding%what%knowledge%is.”%(PL(03(
HE(SL(20(SOC)&

•  “Very%much%so,%because%you%are%going%to%experience%problems%in%prac:ce%if%you%don’t%
understand%how%complex%a%concept%knowledge%is%and%you’re%not%going%to%understand%why%you%
are%experiencing%those%problems%or%those%barriers%to%sharing.”&(ZA(06(CG(OB(6(KM)&&

•  “It%has%been%sufficiently%researched”%(IL(09(ITS(CKO(15(NA)&

67%)>)Yes,))
theore-cal)research)required)

33%)>)No,))
no)need.)

87%)>)Yes,))
empirical)research)required)

13%)>)
None)
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Future)Research)Needs)in)KM&
Results)

Knowledge All experts Academia Practice 
 Yes No Yes No Yes No 

C2. Theoretical 
(n=177) 67% (118) 33% (59) 80% (67) 20% (17) 55% (51) 45% (42) 

C3. Empirical 
(n=164) 87% (143) 13% (21) 94% (74) 6% (5) 81% (69) 19% (16) 

 

Q.:)Is)there)a)need)to)undertake)research)related)to)the)understanding)of)“Knowledge”?)&

Department)Informa-on)Sciences)

Future)Research)Needs)in)KM&
Results)

C2)–)Knowledge)concept)–)Theore-cal)research:)No)need)(33%))&
•  “I%do%not%believe%so.%Several%authors%have%spent%:me%studying%this%subject”&(BR(05(CPS(EKM(14(OD)&&
•  “It%has%been%sufficiently%researched”&(IL(09(ITS(CKO(15(NA).&&

C2)–)Knowledge)concept)–)Theore-cal)research:)Yes,)research)needed)(67%)))
•  To)avoid)misinterpreta-on)or)raise)the)awareness)of)the)complexity)of)the)subject:))
“Yes,%absolutely.%I%mean,%from%a%prac::oner%point%of%view,%I%think%we’ve%horrible%misinterpreted%what%
knowledge%is.%We’ve%been%captured%by%the%data%informa:on,%knowledge%pyramid.%We%need%a%new%
understanding%of%knowledge%at%a%prac::oner%level,%but%based%on%really%good%thinking%from%an%academic%
side.”%(CA(03(CPS(EKM(12(BM)&&

•  To)reduce)confusion:))
“There%are%any%concepts%which%may%confuse%prac::oners%(business%people),%this%is%why%such%research%is%needed%
mostly%according%to%difference%in%understanding%what%knowledge%is.”%(PL(03(HE(SL(20(SOC)&

•  To)guide)prac-ce:$%
“Yes,%there%is%a%need%to%undertake%research%related%to%the%theore:cal%understanding%of%‘knowledge’%to%guide%an%
improved%way%to%apply%the%concept%in%the%organiza:on.”&(BR(08(ITS(CKO(3(BM)&

•  To)increase)understanding)of)the)complexity:)&
“Very%much%so,%because%you%are%going%to%experience%problems%in%prac:ce%if%you%don’t%understand%how%complex%
a%concept%knowledge%is%and%you’re%not%going%to%understand%why%you%are%experiencing%those%problems%or%those%
barriers%to%sharing.”&&(ZA(06(CG(OB(6(KM)&&
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Only&3&of&4&KM&Frameworks&make&their&
understanding&of&knowledge&explicit&

25&

Heisig&(2009)&
Harmonisa3on&of&
knowledge&
management&–&
comparing&160&KM&
frameworks&around&
the&globe&
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Core Concept:  
Theoretical perspective ‘Knowledge’  

•  Tacit/implicit – explicit knowledge  
–  Most used dichotomy in KM Frameworks (Heisig, 2009)  
–  Several different, even contradictory conceptual understandings in empirical 

research (Gourlay, 2004, 2006) 
–  Is tacit knowledge knowledge? (Kann implizites Wissen Wissen sein?) (Schreyögg, 

Geiger, 2002) 
• Data – Information – Knowledge – Wisdom 

–  Five models for defining D-I-K (Zins, 2009)  
–  Criticized as bearing a logical error and methodically undesirable (Fricke, 2009)  
–  “Data Is More Than Knowledge - Reverse Knowledge hierarchy (Tuomi, 1999) 

•  Knowing as practice  
–  Practice-based understanding of knowing (Nicolini, Gherardi, Yanow, 2003) 
–  KM beyond codification (Styhre, 2003)  

• Organizational knowing 
–  Theory of Firm – organizational knowing: data, meaning and skilled practice 

(Spender, 2007, 2015)  
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Core)Concept:)Theore-cal)perspec-ve))
Reverse&the&Data&–&Informa3on&–&Knowledge&Hierarchy?&&

27&

Journal&of&Management&Informa3on&Systems,&1999,&Vol.&16,&No,&3.&pp.&103(117&
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Core Concept: Theoretical perspective  
Knowledge as part of acting and thinking – Action theoretical 
perspective from work psychology 

Flow of experienes (acting) 
Erlebnisstrom (Handeln) 

Reflexion  
(Thinking / Denken) 

Perception 
Wahrnehmung 

Order 
Ordnung 

Design 
Gestaltung 

Distinction 
Unterscheidung 

Meaning 
Be-Deutung 

Integration (Sinn) 

Data 
Datum Information 

Knowledge 
Wissen 

Source: Derhoven, Dick, Wehner 1999 
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Dominant&is&a&func3onalist/object(view&of&knowledge.&
The&prac3ce(based&view&is&non(existent&(<2%)&in&our&sample.&&&

Prac-ce& Prac-ce&

Knowledge&/&Knowing&Knowledge&/&Knowing&

Prac3ce(view&of&knowledge&

Sender) Recipient)Explicit&Knowledge&

Sender(Receiver(Model&

29&
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GKRN&Global&Expert&Study&&
Conclusions))

KM&research&needs&to&address&five&main&challenges:&&

1.  Re(visit&core&concepts&‚knowledge‘,&‚knowledge&processes‘,&etc.&

2.  Experiment&with&biological&and&ecological&models&&

3.  Explain&and&demonstrate&its&value&contribu3on&

4.  Exploit&the&research&of&its&behavioural&root&disciplines&&

5.  Conduct&more&cri3cal&studies&&&design&research&&
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Global&Knowledge&Research&Network&
Acknowledgement)to)41)colleagues)from)32)countries))

Brazil:&Fábio&Ferreira&Ba3sta,&Ins3tuto&de&Pesquisa&Econômica&Aplicada&(IPEA);&Canada:&Anthony&Wensley,&Max&Evans,&The&J.L.&
Rotman&School&of&Management,&University&of&Toronto;&Chile:&Gregorio&Perez&Arrau,&Universidad&de&San3ago&de&Chile,&Facultad&de&
Administración&y&Economía;&Colombia:&Ernesto&Amaru&Galvis&Lista,&Universidad&Nacional&de&Colombia&–&Bogotá,&Universidad&del&
Magdalena&(&Santa&Marta&Colombia;&Croa3a:&Vesna&Bosilj&Vuksic,&Mario&Storga,&Faculty&of&Economics&and&Business&University&of&
Zagreb;&Denmark:&Anja&Maier,&Chris3ne&Ipsen,&Peter&Bo&Sarka,&Technical&University&of&Denmark,&Department&of&Management&
Engineering;&Egypt:&Nasser&Fathi&Easa,&Business&Administra3on&Department&Faculty&of&Commerce,&Alexandria&University;&Finland:&
Aino&Kianto,&School&of&Business,&Lappeenranta&University&of&Technology;&France:&Karina&Jensen,&Reims&Management&School,&France;&
Germany:&Peter&Heisig,&eureki;&Hong&Kong:&WB&Lee,&Eric&Tsui,&Mariza&Tsakalerou,&Knowledge&Management&and&Innova3on&Research&
Center&(KMIRC),&The&Hong&Kong&Polytechnic&University;&Hungary:&Nóra&Obermayer(Kovács,&Department&of&Management,&Faculty&of&
Economics,&University&of&Pannonia;&India:&Narendra&M&Agrawal,&Center&for&So�ware&and&IT&Management&(CSITM),&Indian&Ins3tute&of&
Management&Bangalore;&Indonesia:&Jann&Hidajat&Tjakraatmadja,&School&of&Business&and&Management&at&Bandung&Ins3tute&of&
Technology&Bandung;&Ireland:&Brian&Donnellan,&Innova3on&Value&Ins3tute,&Na3onal&University&of&Ireland;&Israel:&Rony&Dayan,&
Technion,&Israel&Ins3tute&of&Technology;&Italy:&Giuseppina&Passiante,&Gius3na&Secundo,&Department&of&Innova3on&Engineering,&
University&of&Salento;&Japan:&Remy&Magnier(Watanabe,&Graduate&School&of&Business&Science,&University&of&Tsukuba,&Tokyo;&Kenya:&
Cosmas&Kemboi,&KCA&University;&Malaysia:&Si3&Arpah&Noordin,&Faculty&of&Informa3on&Management,&MARA&University&of&Technology,&
Puncak&Perdana&Campus,&Shah&Alam;&Mexico:&Francisco&S.&Carrillo,&Lucia&Rodriguez&Aceves,&Centro&de&Sistemas&de&Conocimiento,&
Tecnológico&de&Monterrey;&Morocco:&Karim&Moustaghfir,&Mediterranean&School&of&e(Business&Management&Al&Akhawayn&University&
in&Ifrane;&Nigeria:&Olunifesi&Adekunle&Suraj,&Lagos&State&University,&School&of&Communica3on;&Poland:&Joanna&Paliszkiewicz,&
Magdalena&Madra,&Department&of&Economics,&Warsaw&University&of&Life&Sciences;&Portugal:&Florinda&Matos,&Isabel&Miguel,&ICAA&(&
Intellectual&Capital&Accredita3on&Associa3on;&South&Africa:&Hans&Peter&Müller†,&Aldu&Cornelissen,&Centre&for&Knowledge&Dynamics&
and&Decision&Making,&University&of&Stellenbosch;&Spain:&Nekane&Aramburu,&Josune&Sáenz,&Deusto&Business&School,&Universidad&de&
Deusto,&San&Sebas3an;&Thailand:&Vincent&Ribiere,&University&of&Bangkok;&Trinidad&&&Tobago:&Kit&Fai&Pun,&Souzanne&Fanovich,&The&
University&of&the&West&Indies;&Turkey:&Yücel&Yılmaz,&Marmara&Üniversitesi,&Istanbul;&Uruguay:&Fernando&Zeballos,&Universidad&
Católica&del&Uruguay,&Montevideo;&United&Kingdom:&Nicholas&Caldwell,&University&Campus&Suffolk,&Peter&Heisig&and&Anita&Samuel,&
Leeds&University&Business&School,&Leeds.&&
Funding&from&the&University&of&Leeds&(Fund&for&Interna3onal&Research&Collabora3on)&and&&
the&Society&for&the&Advancement&of&Management&Studies&(SAMS)&&
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•  Prac-cal)Solu-on)for)Knowledge)Management)
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How&many&KM&methods&and&KM&tools&have&been&proposed&by&
researchers&and&prac33oners?&&

A�er&Ac3on&Review,&Analogy(
Model,&Balanced&Scorecards,&
Best&Prac3ces,&Black&Board,&
Brain&pool,&Brainstorming,&&
Business&TV,&Coaching,&
“Coffee&corner“,&Cogni3ve&
Mapping,&Communica3on&
forum,&communica3on&
training,&Communi3es&of&
Prac3ce,&Computer/Web(
based&Training&(W/CBT),&
coopera3on,&conference&calls,&
Corporate&Universi3es,&Data&
Mining,&Data&Warehouse&
Database,&Debriefing,&
Discussion&forum,&Document&
Management&System,&
Electronic&&Who(is(who,&
Employees&interview,&&

Mentoring,&Mergers&&
Acquisi3ons,&Method&4+1,&
Method&635,&Morphology,&
Newsgroups,&Open&Space,&
Patent&evalua3on,&Minutes,&
Newsleqer,&Self(reflexion,&
self(managing,&inter(
disciplinary&Teams,&Scenario&
technique,&Seminars,&Senior(
Junior(Pools,&Simula3on&
Games,&Stakeholder&
networks,&Success&stories,&
Sugges3on&scheme,&
Technology&scouts,&Tele&
working,&Think&Tanks,&
Knowledge&evalua3on,&Video&
conferences,&Workflow&
op3miza3on,&Work(Out(
Sessions,&Workshops,&Yellow&
Pages,&etc.&

Experience&exchange,&
Experience&database,&External&
Benchmarking,&Expert&
Interview,&External&Partner,&
Expert&Systems,&Hotline,&Info(
Centre,&Informa3on&travel,&
Internal&knowledge&market,&
Internal&Benchmarking,&IC&
Repor3ng,&Internet,&Intranet,&
Intranet(Portal,&Job&Rota3on,&
Knowledge&Communi3es,&
Knowledge(Links,&Knowledge&
broker,&Knowledge&fairs,&
Knowledge&maps,&Knowledge&
porÜolios,&Library,&Literature,&
Learning&laboratory,&Learning&
modules,&Lessons&Learned,&
Manuals,&Management&by&
Knowledge&Objec3ves,&&

CEN CWA 
14925 
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Case&study:&KM&for&Sales&func3on&&

Organisa-on:% %75&employees&&

Product:& &Research&&&Development&of&embedded&systems&
and&communica3on&technologies&

Structure:& &5&Research&groups&&

Sales:& &Each&group&is&responsible&for&acquisi3on&and&
delivery&of&research&projects&&

Project)scope: &Small&projects&for&industrial&client&to&large&
collabora3ve&European&research&projects&&

&



Department)Informa-on)Sciences)

Where&do&we&start&with&KM&analysis&and&&
where&do&we&want&to&improve?&

35&

Task) Task) Task) Task) Task)

Knowledge) Knowledge) Knowledge) Knowledge) Knowledge)

Knowledge) Knowledge) Knowledge) Knowledge) Knowledge)

Department)Informa-on)Sciences)

What&are&the&main&tasks&in&a&project&sales&process&&

36 

Send&&
informa3on&

Customer&
request&
received&

Prepare&&
customer&
mee3ng&

Conduct&&
customer&&
mee3ng&

Prepare&&
the&offer&

Nego3ate&
the&offer&&

Finalise&
the&offer&

Customer&
offer&&

accepted&

Customer&&
offer&

rejected&



Department)Informa-on)Sciences)

Process&visualiza3on&to&iden3fy&tasks&and&knowledge&
resources&&

37&

Department)Informa-on)Sciences)

Process&visualiza3on&to&iden3fy&tasks&and&knowledge&resources&

R&D)company)–)KM)Focus:)Business)processes)

Sales:  Project acquisition R&D:  Project delivery 



Department)Informa-on)Sciences)

Alterna3ve&approaches&tested&in&different&projects&

Computer(supported&process&modelling&required&a&
large)effort)for&data&gathering.&

Produkt
- 

klassen-
struktur 

Produktstruktur 

Prozeßmodell 

During&the&use&of&an&excel(based&analysis&tool,&we&
observed&acceptance)issues)with&our&interview&
partners.&

Semi(structured&interview&guide&required&addi3onal&
analysis&and&could&not&deliver&quick)results.&&

Interview(&
LeiÜaden&

&
GPO>WM)

&
2003&

39&

Department)Informa-on)Sciences)



Department)Informa-on)Sciences) 41&

Department)Informa-on)Sciences)

1.&Reflect&on&how?&

2.&Assess&how&good?&3.&Provide&ra3onale&
for&assessment&



Department)Informa-on)Sciences)

(A)&Describe&Good&
Prac3ce&in&detail&

(B)&Describe&weakness&&&
causes&

(C)&Collect&improvement&ideas&

Department)Informa-on)Sciences)

Walk(through&all&four&views&
takes&90(120&min.&

=>&Assessment&results&&&



Department)Informa-on)Sciences)

My&literature&review&iden3fied&around&300&KM&methods&&&tools.&
This&is&a&selec3on&of&about&80&tools:&&

A�er&Ac3on&Review,&Analogy(
Model,&Balanced&Scorecards,&
Best&Prac3ces,&Black&Board,&
Brain&pool,&Brainstorming,&&
Business&TV,&Coaching,&
“Coffee&corner“,&Cogni3ve&
Mapping,&Communica3on&
forum,&communica3on&
training,&Communi3es&of&
Prac3ce,&Computer/Web(
based&Training&(W/CBT),&
coopera3on,&conference&calls,&
Corporate&Universi3es,&Data&
Mining,&Data&Warehouse&
Database,&Debriefing,&
Discussion&forum,&Document&
Management&System,&
Electronic&&Who(is(who,&
Employees&interview,&&

Mentoring,&Mergers&&
Acquisi3ons,&Method&4+1,&
Method&635,&Morphology,&
Newsgroups,&Open&Space,&
Patent&evalua3on,&Minutes,&
Newsleqer,&Self(reflexion,&
self(managing,&inter(
disciplinary&Teams,&Scenario&
technique,&Seminars,&Senior(
Junior(Pools,&Simula3on&
Games,&Stakeholder&
networks,&Success&stories,&
Sugges3on&scheme,&
Technology&scouts,&Tele&
working,&Think&Tanks,&
Knowledge&evalua3on,&Video&
conferences,&Workflow&
op3miza3on,&Work(Out(
Sessions,&Workshops,&Yellow&
Pages,&etc.&

Experience&exchange,&
Experience&database,&External&
Benchmarking,&Expert&
Interview,&External&Partner,&
Expert&Systems,&Hotline,&Info(
Centre,&Informa3on&travel,&
Internal&knowledge&market,&
Internal&Benchmarking,&IC&
Repor3ng,&Internet,&Intranet,&
Intranet(Portal,&Job&Rota3on,&
Knowledge&Communi3es,&
Knowledge(Links,&Knowledge&
broker,&Knowledge&fairs,&
Knowledge&maps,&Knowledge&
porÜolios,&Library,&Literature,&
Learning&laboratory,&Learning&
modules,&Lessons&Learned,&
Manuals,&Management&by&
Knowledge&Objec3ves,&&

CEN CWA 
14925 

Prof.&Dr.(Ing&Peter&Heisig&–&Informa3ons(&und&Wissensmanagement&

Department)Informa-on)Sciences)

KM&method&database&to&support&the&development&of&solu3ons&&



Department)Informa-on)Sciences)

Department)Informa-on)Sciences)

apply 
knowledge 

V)

F)

P)

A)

Offer)volume)>)50)T€&=&Obligatory)

How&did&I&implemented&KM&
Example&for&integra3on&into&(sales)&process&&

48 

Send&&
informa3on&

Customer&
request&
received&

Prepare&&
customer&
mee3ng&

Conduct&&
customer&&
mee3ng&

Prepare&&
offer&

Present&&
offer&&

Finalise&
offer&

Customer&
offer&&

accepted&

Customer&&
offer&

rejected&

Checkliste%
Knowledge&

about&customers&
(Kundenfragebogen)&

&
Firma&ABC&

200x&

Experiences)of))
Sales)experts)

Standards)from))
sales)literatur)

create 
knowledge 

Knowledge%Gate%

Conduct&&
briefing&

Customer)contacts)
(&Basic&data&
( &Contact&persons&
( &History&

File)structure)
( &Customer&informa3on&
( &Research&results&&
( &Presenta3ons,&etc.&

Templates)
( &Presenta3ons&
( &Offers&&
( &Calcula3ons&

store 
knowledge 

Conduct&&
Lessons&&
Learned&

If)1.+)2.)rank)
Offer)>)50)T€&&
=&Obligatory)

create 
knowledge 

share 
knowledge 

Sales>Tandem:)
Transfer)of)tacit)knowledge)

A) E)



Department)Informa-on)Sciences)

Cri3cal&success&factors&for&KM&

26,9 Top-Management 
Support  

47,1 
 Company  

culture  
29,8 

Structures and 
Processes 

27,9 Information 
technology 

27,9 
Skills and 
motivation 

n = 104 
Source: Heisig, Vorbeck 2001 

What&are&the&Top3&factors&for&successful&KM&implementa3on?&

Department)Informa-on)Sciences)

Context&and&Design&dimensions&in&KM&

50&

Leadership: 
Strategy & role model 

Company culture: 
Norms & Barriers 

Organisation&Roles: 
Structures & Responsibilities 

Information technology: 
IS support & Usability 

Human Resource Man.: 
Skills & Motivation 

Performance Measurement 
Indicators to  

evaluate & monitor 



Department)Informa-on)Sciences)

Context&and&Design&dimensions&in&KM&

51&

Leadership: 
Strategic direction  

(Rationale) &  
Follow-up & Attention  

Company culture: 
Openness & helpfulness 

Organisation&Roles: 
Key Account for  

strategic customers,  
industry  

Information technology: 
Customer Database  
(MsOutlook) Macro 
agreed file-structure 

Human Resource Man.: 
Sales Training for scientists,  

Question training  
Recognition for success  

Performance Measurement 
ABC-classification of customers 

Offer success rate (€) 
# Lessons Learned 

Department)Informa-on)Sciences)

5&Steps&to&improve&knowledge&use&in&organisa3ons&&

52&

Management Processes 

Support processes  

Product  
Development 

 
Manufacturing 

 
Sales 1)

2)

Focus)

System)

Analysis)

Solu-on)

Integra-on)

3)

4)

5)

Product  
Development 

 
Manufacturing 

 
Sales 



Department)Informa-on)Sciences)

Department)Informa-on)Sciences)

KM&Framework&by&Heisig&(1999)&

1.&Mission&cri3cal&knowledge&is&
applied&&and&created&within&
organiza-onal)processes)&)work)
prac-ces.)&
Its&o�en&rou3nized&and&lack&of&
conscious&handling&of&knowledge.&&

3.&Suppor3ve&measures&in&six)cri-cal)
areas)assure&successful&KM.&&

2.&KM&aims&to&ensure&that&knowledge&
will&be&effec3vely&and&efficiently&
created,)stored,)shared)and&applied&
within&the&working&processes.&&

Company Culture 

Organisation & Roles 

create apply 

store share 

knowledge 

knowledge 
Organizational Processes 

Working Practices 

Heisig (1999) 

GPO(WM&Framework&was&model&for&European&KM&Framework&(CWA&14924),&the&VDI&
Guide&“KM&in&Engineering”&(2008)&and&DIN&SPEC&91281&(2012)&KM&for&SME.&&



Department)Informa-on)Sciences)

34%)
34%)

Environment)

34%)
K>Economy)
K>Society)

67%)

80%)

theore-cal))
understanding)of)
‘Knowledge’)

empirical)
57%)

Capabili-es)

68%)
Business)
Outcome)

42%)
KM))

Processes)

46%)
Strategy)

65%)
Human)&)

Social)Factors)

Social)Sonware)
‘Consumerisa-on’)
Redesign)of)work)

KM)as)capability)
Strategy)process))
with)Web2.0)/))
Alignment)of))

strategies))

Conceptual)status)
Integra-on)in)Orga.)/)

Business)/)Work)p.)
Orga.)rou-nes)

Knowledge)Supply)Chain)
)
Knowledge)Ecology)
Open)Innova-on)
Open)adap-ve)systems)
Knowledge)ci-es)/)regions)

Behavioural)turn))
Classical)themes))
(Culture,&Mo3va3on,&&
Leadership,&etc.)&
Social)consequences))
Power)>)Legi-miza-on)

Beyond)ROI))
New)approaches:)
IC,)Maturity)
Mul-dimensional)

Knowledge>based)Development))
Knowledge)Policy)(Na-onal)/)Regional)/)Local))
Democra-za-on)of)Knowledge,)Open)Knowledge)
Na-onal)Knowledge)Produc-on)Systems))

More))
Cri-cal)approaches))

as)contrast)to)dominant)
‘op-mis-c’)KM)view)

Importance)of)KM)research)areas)and)selected)research)themes))

Organisa-onal)Networks&

Organisa-onal)Learning&

Crea-vity)&)Innova-on&Basic)Concepts&

Intellectual)Capital&

KM)for)Economic)&)Social)Development)&

Technology)
enablers)

Research&Themes&iden3fied&&
by&GKR(Network&Members&

55&

Department)Informa-on)Sciences)

GKRN&Global&KM&Expert&Study&&
Advancements&–&Challenges&(&Approaches&
Consensus&about&research&to&provide&evidence&about&#1:&&
“What)is)the)added)value)of)KM)to)organisa-ons”:))
“link%between%KM%and%organisa:onal%outcomes,%such%as%performance%and%
valueQcrea:on.”%%

•  “KM%has%to%be%accepted%by%leadership%as%an%effec:ve%tool%to%produce%results%
and%to%reduce%risks%and%not%only%as%a%way%to%retain%organisa:onal%
knowledge.%That%is%the%only%way%KM%will%be%accepted%as%management%tool”&
BR(03(ECM(IKM(6(NA;&&

•  “At%the%end%of%the%day,%that’s%what%it’s%all%about.%If%KM%does%not%link%to%
business%outcomes,%then%the%whole%thing%is%useless.”%CA(07(HE(PRO(18(KM;&&

•  “A%company’s%boSom%line%remains,%and%will%remain,%the%#1%driver%a%method%
or%approach%that%does%not%deliver%to%the%boSom%line%does%not%have%a%
future.”%TH(02(CPS(IKM(3(KM.&&



Department)Informa-on)Sciences) 57&

Journal)of)Knowledge)Management,&2016,&Vol.&20,&No&2,&pp.&230(257&

Department)Informa-on)Sciences)

KM&and&Performance?&Conclusions&from&the&review&
(Inkinen,&2016)&&

1.  Human(oriented,&technology(oriented&and&management&process(oriented&KM&
prac3ces&were&associated&with&innova3on.&&

2.  Especially,&knowledge(based&HRM&prac3ces,&technology(oriented&prac3ces&for&KM&
and&strategic&management&of&knowledge&were&touted&as&significant&drivers&for&
innova3on&performance&of&the&focal&firm.&&

3.  The&review&found&less&proof&of&the&bearing&on&the&financial&performance&of&the&firm.&&
4.   Much)deeper)understanding)of)the)organiza-onal)complexity)and)u-liza-on)of)

more)sophis-cated)research)models)are)needed)to)manifest)the)associa-on)
between)KM)prac-ces)and)financial)performance)outcomes.)

5.  &Leadership&in&KM&requires&a&modern&approach&that&appreciates&people&for&their&
knowledge&and&intellectual&quali3es.&&

6.  Crea3on&of&specific&roles&and&units&was&a&more&efficient&firm&performance&driver.&&

58&



Department)Informa-on)Sciences)

The&complexity&to&relate&intellectual&capital&to&the&
boqom&line.&&

Employees Skills 

Motivation of Employees 

Process organisation 

Know-how Basis 

Intellectual Property 

social competencies 

Relations to customer and partner  

Sustainability of business Strategy- and Knowledge 
Management processes 

Innovation 

HC1 

SC2 

HC3 

HC2 

SC3 

SC1 

WP1 WP3 WP2 

BC2 

BC1 

Relations to Suppliers 

BC3 

Relation to Investors 

SC4 
IT-supported Communication 

Human Capital Structural Capital Relational Capital 

R&D Process 

Image 

Customer saticfaction 

Profitability / Profit 

Productions Process 

P2 

P1 E1 

E2 

E3 
P3 

Sales & Marketing 

Business Success Core  
business 
processes 

Source: AK-WB 

Department)Informa-on)Sciences)

“Wissensbilanz$–$Made$in$Germany”)&
1st&step:&Learning&from&experiences&in&Scandinavia&and&Austria&

SWEDEN) ICELAND) DENMARK)

AUSTRIA)



Department)Informa-on)Sciences)

Intellectual Capital Statement – Made in Germany 
Wissensbilanz – Made in Germany  

Funded by the Federal 
Ministry of Economics 
and Labour within the  
Initiative   
"Fit für den Wissens-
wettbewerb !“  

Department)Informa-on)Sciences)

Intellectual&Capital&Statement&–&Conceptual&Model&

62&

Business environment  
(Possibilities & Risiks) 

                      

Business processes 

Intellectual  
  Capital  
   Statement  
  Business 
strategy 

Vision Business 
success 

Knowledge processes  

Other 
ressourcen Initial situation Human 

capital 
Structural 

capital 
Relational 

capital 

Intellectual capital 

External 
Impact 

Measures 

Source: BMWA 2004, AK-WB 



Department)Informa-on)Sciences)

ICS&approach&

Human)capital:)&&
•  Employees&skills&and&experiences&
•  Leadership&skills&and&social&competencies&
•  Employee&mo3va3on)

Structural)capital:&
•  Company&culture&
•  Co(opera3on&and&organisa3onal&structures&
•  Product&innova3on&(e.g.&by&R&D)&
•  Process&innova3ons&and&(op3miza3on&
•  Knowledge&transfer&and&capture&

Rela-onal)capital:&
•  Rela3onships&with&clients,&suppliers,&and&investors&&
•  External&coopera3on&and&knowledge&acquisi3on&&
•  Social&engagement&and&public&rela3on&

Bewertungs-Portfolio

ImageWachstum

MA-Zufriedenheit

Flexibilität/Prozessorganisation

Innovation

MA-Qualifizierung

Nutzen von Erfahrungen

Erfüllungsgrad Kundenanforderungen: 
PREIS LIEFERZEIT Technische 

Ausführung

Kundenzufriedenheit

Vertraute Kommunikation

Prozessleistung

Gute Geschäftsbeziehungen

Prozessqualität

Fertigungsprozess

Unternehmenskultur

Engineeringprozess (auch Vertrieb)

Gewinn/Umsatz

0%

20%

40%

60%

80%

100%

120%

0% 20% 40% 60% 80% 100% 120%
Qualität

Q
ua
nt
it
ät

Systematik

Op-maler))
Bereich)

Strength and weakness profile 

1,9

2004
(Stand: 31.8.)

Bewertung Ziel

Mitarbeiter motivieren und
Führungskompetenz aufbauen
MA-Fluktuation
(= Zugänge + Abgänge/
durchschnittl. Anzahl MA)

4Auszubildende

Mitarbeiterweiterbildung

3,3
Weiterbildungstage pro
Mitarbeiter

21Akademiker

8Fachkräfte

4
Ungelernte Arbeitskräfte
(Studium ohne Abschluss)

...

Mitarbeiterausbildung

52,1Anzahl/der/MA/gesamt

20032002Humankapital

!

"#62,3 53

21

8

4

3

2,6

!

#

!

#

#

"

"

"

$27,3% 31,4% 25,7%
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Mitarbeiter
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4

Indicators 

Influence analysis to prioritise actions 

0,25J - 1J

1J - 2J

0,25J - 1J

1J - 2J

0,25J - 1J

0,25J - 1J

1J - 2J

>2J

1. 
Leistungs-
prozesse

8. 
Kooperation/ 
Kommunika-
tion/Wissens-

transfer

10. 
Produkt-

innovation 
entwickeln

12. 
Beziehungs-

manage-
ment zu 
Kunden

27.  
Finanzieller 

Erfolg

28. Image/
Marke

5. MA-
Motivation/
Führungs-
kompetenz

Starke Wirkung
Sehr starke Wirkung
Regelkreis

J = Jahr

Department)Informa-on)Sciences)

ICS(Process&and&project&

Preparation 
(Project start)&

Workshop 1: 
Influence factors, 
QQS-Evaluation&

Collect indicators &

Workshop 2: 
Influence matrix&

Workshop 3: 
Diagnosis&

P
ro

je
ct

 te
am

  
M

an
ag

em
en

t 
In

te
rn

al
 w

or
k 

Post-processing, 
Analysis&

Intellectual 
Capital  
Statement 

Dura3on&6(8&Weeks&–&Investment&by&company&<&30&days&

64&



Department)Informa-on)Sciences)

Workshops&to&workout&the&ICS&

Fotos: BWH GmbH, Hannover 2006 

65&

Department)Informa-on)Sciences)

The&complexity&to&relate&intellectual&capital&to&the&
boqom&line.&&

Employees Skills 

Motivation of Employees 

Process organisation 

Know-how Basis 

Intellectual Property 

social competencies 

Relations to customer and partner  

Sustainability of business Strategy- and Knowledge 
Management processes 

Innovation 

HC1 

SC2 

HC3 

HC2 

SC3 

SC1 

WP1 WP3 WP2 

BC2 

BC1 

Relations to Suppliers 

BC3 

Relation to Investors 

SC4 
IT-supported Communication 

Human Capital Structural Capital Relational Capital 

R&D Process 

Image 

Customer saticfaction 

Profitability / Profit 

Productions Process 

P2 

P1 E1 

E2 

E3 
P3 

Sales & Marketing 

Business Success Core  
business 
processes 

Source: AK-WB 



Department)Informa-on)Sciences)

Analysis of interrelations and 
interactions 

weak 

medium 

strong 

Strength of Effect 

HK1 

Employees 
Skills  HK2 Employees  

Satisfaction 

SK1 

Innovation 

E1 

Profit 

E2 Image 

E3 

Growth 
BK1 

Degree of Fullfilling 
Customer requirements  

P3 

Engineering   
process 

no or very small time delay (up to 1 period) a Quarter 
Short-term effect (up to 4 periods) b 1 year 

mid-term effect (4 to 12 periods) c Up to 3 years 
Long-term effect (over 12 periods) d More than 3 years 

b 

b 

b 
c 

a 

a 
c 

c 

b 

Source: AK-WB 

Department)Informa-on)Sciences)

Intellectual Capital Statement – Made in Germany 
Wissensbilanz – Made in Germany &

•  Simple)and)efficient)method)to&implement&ICS:&
–  Diagnosis&and&Decision&Support&
–  Controlling&and&Management&
–  Repor3ng&for&external&and&internal&

stakeholders&

•  120.000)orders)of&ICS(Guideline&and&electronic&
ICS(Toolbox&

•  Ca.&1.000&Implementa3ons&in&companies&
•  Training&program&for&facilitators&&
•  300&member&network&of&ICS&facilitators&
•  Founda3on&of&the&Federal&Associa3on&

Wissensbilanzierung&(BVWB)&

68&



Department)Informa-on)Sciences)

GKRN&Global&Expert&Study&&
KM)Educa-on))

Highly)important,)54%)

Important,)37%)

Medium,)7%)

Less)important,)2%)

Not)important,)1%)

Department)Informa-on)Sciences)

Prac3cal&Analysis&&&Design&Guide&for&KM&&

Further&readings&&&prac3cal&guides&&
Research&&&case&studies&&



Department)Informa-on)Sciences)

MANY)THANKS)FOR)YOUR)
INTEREST)AND)ATTENTION!))

)
Q&A)

71&

Prof.)Dr.>Ing.)Peter)Heisig)
&&

heisig@ã(Potsdam.de&&


