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1 The Future of IT

If there’s only one certainty thls year, it’s the Internet. No, it’s

not question of whether the Internet will be around in 2000, or if it
will continue to grow. Those are givens.

The fact is that the IT world will continue to revolve around the
Internet, and even more strongly. Nearly every IT decision will have
an Internet element to it — from user-enterprise productivity to vendor
strategy to vendor offering.

Today, even non-IT businesses are looking very closely at the
Internet as a path along which to do business. It’s been hailed as the
next business frontier. Credit card companies, banks, governments
and retailers too are working together to create and promote secure
transactions over the Internet. A case in point, the Secured
Electronic Transaction (SET) trials, is being carried out in Singapore
and other parts of the world.

As soon as these and similar trials can instill public confidence in
Internet-based transacting, electronic-commerce (e-commerce) can
take off. In fact, the larger IT vendors are banking on it, like IBM,
for example, as it champions “E-business”.

But amidst all the excitement that e-commerce is generating in
the business community, enterprises seriously thinking of
implementing it must also commit to understanding the Internet.
They must realize that embarking on e-commerce is like entering into
any other new market. This way, as soon as e-commerce takes off,
they will be able to craft their Internet-based business processes to
meet the expectations of their new target customers. What works
well on the store floor need not necessarily work well over the

Internet.
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Offering a cheaper alternative is the hallmark of the Internet’s
success. In turn, the cost advantages that the Internet provides has
resulted in the popularity of corporate intranets. This trend will
continue. But as in the case of e-commerce, security will remain a
major concern among enterprises. It will be a while before mission
critical information will be deployed across intranets.

Telecommunications and their data networking counterparts
have already begun working together to provide voice, data and video
transmission offerings that leverage on the Internet’s promise as a
cheaper alternative to doing things. One area here is Computer
Telephony Integration(CTI) . While the technology promises to make
long distance phones calls, for example, less expensive, the
technology is still in its early stages of development. This year will see
more effort from these networking partners at putting the pieces
together.

For the consumers looking for faster Internet access, they will
have to make a choice between Asymmetric Digital Subscriber Line
(ADSL) or 56K-bit per second Modem technology.

Finally, a reminder about the Year 2000 bug. If your systems
are not yet year 2000-compliant, remember you only have till the end
of 1999 to complete your fixes so that you can continue to use your

systems in 2000.
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2 Make Knowledge an Asset for theWhole
 Company '

Although we live in the so-called Information Age, knowledge is
the true asset. Information we have in abundance, piling up in
databases and streaming onto desktops over broadband networks.

Knowledge, on the other hand, is information that has been
edited, put into context and analyzed in a way that makes it
meaningful--and therefore valuable to an organization.

Immediacy is the driver of today’s economy. Consequently,
success in the marketplace flows to those organizations that can most
quickly exploit their “tacit knowledge”--valuable things people know
from experience, intuition or study. Organizations routinely make
multimillion dollar decisions based heavily on the tacit knowledge of
key individuals.

Often this sort of knowledge is widely dispersed and closely
held, and most companies still have only a weak grasp of the breadth
and depth of their collective intelligence. Knowledge flows through
the company in a sluggish and erratic manner. And because it’s
typically stored only in individuals’ memories, this knowledge is lost
to the corporation when people leave the company.

If organizations are going to fully capitalize on their intellectual
capital, they must devise systems for quickly compiling and retaining
tacit knowledge, building intellectual inventories as individuals
continue to learn and making these assets instantly available to the
people who need them. Part of that is building a knowledge
repository.

A knowledge repository might house transcripts or audio tapes

from strategic planning sessions, consultants’ reports in text or
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multimedia formats, videotaped presentations, market trend analysis
and any number of information rich resources. Knowledge stored in
digitized form can be processed, indexed, searched, sorted,
converted, retrieved and transmitted relatively easily and cost
effectively.

Because knowledge is their core competence, IBM consultants,
for example, routinely share ideas and solutions with one another
through their own networks of professional contacts. But with
thousands of consultants deployed across the globe, the informal
networks can’t possibly embrace the breadth of the organization’s
expertise.

IBM’s response is to maintain dozens of knowledge repositories
that correspond to the various specialized services that its consultants
provide. Each repository contains intellectual capital--project
proposals and work papers, engagement summaries, presentations
and reports, process maps, software solutions and so forth.

Maintaining the repositories requires effort and discipline. The
standardized format for new project plans forces consultants to
indicate how they intend to reuse intellectual capital to execute an
assignment. Afterward, consultants must specify in standard
summary reports how they deployed existing knowledge resources to
serve the customer and what new intellectual capital they have
contributed to the repository.

IBM found that this process reduced the time spent preparing
proposals by as much as two thirds and shortened the development of
client deliverables by as much as 60% .
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3.Knowledge Management

The value in a company’s information assets no longer lies in the
ability to store and retrieve them but in the dynamic matching of the
information to specific processes and unknown situations.
Corporations are measuring their information assets by their ability to
leverage that information to react to market demands more effectively
than their competitions. This environment has led to demand for
knowledge management.

By using knowledge management technology, organizations have
already made startling achievements, such as the following:

e A supermarket chain increased sales of two very different
product types by taking advantage of a unique relationship uncovered
between the items — beer and diapers.

e A multinational pharmaceutical company cut out redundant
research now that researchers are dynamically alerted to relevant or
precedent knowledge that exists in house.

* A chemical manufacturer that opened its corporate knowledge
base to the front-line sales force improved its level of customer
service, resulting in shortened sales cycles.

The four basic functions of knowledge management are

externalization, internalization, intermediation and cognition.
Externalization

Externalization is capturing knowledge in an external repository
and organizing it according to classification framework or taxonomy.
At the low end are technologies that simply provide a means to

capture knowledge and store it online — for example, imaging systems

and databases. Workflow technology provides a slightly higher level
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of functionality.

The next level of externalization holds more powerful and
promising search tools and document management systems that
classify the stored knowledge and identify similarities among separate
information sources. Building on this, a clustering approach can be
used to identify hidden relationships or connections among separate
bodies of knowledge within the corporate knowledge base.

Ultimately, the role of externalization is to make your captured
knowledge available to knowledge seekers through internalization or
intermediation. For example, an integrated document management
and data warehouse tool used by a supermarket chain kept showing
similarities in buying trends for beer and diapers. Managers
confirmed the pattern, which led them to stock beer and diapers in

close proximity. That led to an even more co-purchases.

Internalization

Whereas externalization seeks to discover the existence of similar
bodies of knowledge, internalization tries to discover bodies of
knowledge relevant to a particular user’s need. With internalization,
you extract knowledge from the external repository and filter it to
identify what is relevant to the knowledge seeker. Internalization
helps a researcher communicate a problem or point of interest and
map that against the bodies of knowledge already captured through
externalization.

In high-end applications of internalization, the extracted
knowledge can be reformatted and presented in the most suitable
manner, perhaps with some level of interpretation. For example
researchers at an international pharmaceutical company might submit

queries relevant to their project, quickly spot earlier research that
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may be related to their efforts and receive a summary of the

knowledge buried in numerous notebooks and reports.

Intermediation

Whereas internalization focuses on the transfer of explicit
knowledge, intermediation brokers tacit knowledge. It matches a
knowledge seeker with the best source of knowledge . By tracking the
experience and interests of individuals, intermediation can link people
who need to explore certain subjects with people who appear to
harbor knowledge in that area. Consider a researcher in a
pharmaceutical company. In response to a query about an unusual
series of side-effects of a drug, the researcher uncovers few related
documents within the corporate information base. But intermediation
techniques provide the researcher with the name of another researcher
in another country, whose interest profile(maintained by the system)
indicates that he has experience with the same type of experiment.
The two individuals then can share their experiences and knowledge
of the potential causes of the side effects.

Intermediation is automated through technologies such as

‘groupware, intranets, workflow and document management

systems. The first two provide an underlying platform to facilitate
communication between the tacit knowledge provider and knowledge
seeker.

In the case of workflow, intermediation can be accomplished via
two approaches. When the rules are clear-cut, intermediation is
explicitly handled. For example, if incoming paperwork is from
Korea, the accounts payable clerk might automatically be put in
contact with the corporate expert on Far East trade. In a less explicit

situation, the workflow system would suggest the most appropriate
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individual to answer a question based on heuristic analysis of previous

work performances by people in the organization.

Cognition

Cognition is the application of knowledge that’s been exchanged
through the preceding three functions and is the ultimate goal of
knowledge management. Few technblogiw exist to automate the
cognition process. Those that do typically employ an expert system or
have an artificial intelligence component. Those systems make
decisions on their own.

One insurance company uses an automated system that
determines whether a worker’s compensation case should be contested
rather than paid. While stand-alone cognition systems are emerging,
there is a parallel move to incorporate cognition in workflow.
Typically, workflow is used to capture explicit process rules and
logic. But if the workflow system was enabled to harness the
knowledge captured in its audit trails over time, the workflow engine
might be used to automate decisions based on similar occurrences.

For example, in an automated call center system, issues
presented in a current case could be matched for similarities to
preceding situations. Actions that worked well in the past would
automatically be taken by the workflow system as a preferred
approach.

The knowledge management technologies of tomorrow are likely
to build on this foundation with visual tools that allow greater ease of
navigation, more powerful and automated means of monitoring tacit
knowledge, mechanisms for adding collective judgment to an
information base, and more sophisticated tools for mining knowledge

from uncharted sources such as audio and video. Despite the




