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Appendix. general survey

In the context of this survey, we consider “Knowledge Management” to include the
strategies, tactics, and support mechanisms for the creation, identification, collection, and
sharing of knowledge and practices and applying the best knowledge within the organization.
The purpose of knowledge management is to improve your organization’s effectiveness by
leveraging the knowledge you have and need to use, and to build, capture, and preserve the

intellectual capital (“knowledge base”) of the organization.

I. Knowledge Management Receptivity
(Please check the appropriate rating):
Strongly Agree Agree Neutral Disagree Strongly Disagree

To retain knowledge in organizations,managers need to be aware of the importance of
providing their expert employees with challenging work.

Expert employees are the most valuable resource for organizations.

Organizations need to have clear strategies for retaining their expert employees.



Higher level professional work, which contributes to the satisfaction of customer needs,
would correctly be termed “knowledge work”.

Knowledge workers (i.e., experts and professionals) are the primary contributors to success
in organizations.

| am familiar with “knowledge organizations” as a term and concept.
Our organization is ready to transform itself into a learning organization.

To be truly successful today and in the future, one needs to see the world from a knowledge
perspective.

Adistinct “Chief Knowledge Officer”position should be a part of this organization’s structure.

Our organization should commit additional human/financial resources to managing
knowledge.

Our organization has the leadership capability to succeed in knowledge management.
What is intangible in organizations is hardly worth measuring.

A. Strategy, Approaches, and Process

Do you know/measure the value of your organization’s intellectual capital?Yes No

What are the most important knowledge-carriers in your organization?People Paper
Magnetic Media Processes Products/Services Other (please specify:

)

Does vyour organization’s overall strategic goals include knowledge management
explicitly?Yes No

If yes, are there people assigned to knowledge management (implicitly or explicitly)?
Please specify the functions (currently involved) and explain briefly:
Do you have a knowledge management initiative in your organization? Yes No
If “no”, what are the reasons why a knowledge management initiative may not exist?
If “yes”, how long have you had a knowledge management initiative?
less than 1 year 1-2 years 2-4 years 4 yearsor more other(please specify)
If you had (or if you currently have) a knowledge management initiative, please rate the
following “knowledge management objectives” in the context of your business strategy
(1-highest importance, 6-lowest importance):
-Facilitation of the “re-use” and consolidation of knowledge about operations
-Standardization of existing knowledge in the form of procedures/protocols
-Combination of customer knowledge and internal know-how
-Acquisition of new knowledge from external sources
-Generation of new knowledge inside the organization

Transforming individual (people’s) knowledge into collective knowledge (i.e.,
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transforming individual learning into organizational learning)

-Other, please specify

What approaches do you use to improve your knowledge assets and operations?
a) Sharing and combination of knowledge
external or internal benchmarking
communities of practice (expert groups)
cross-functional teams
-intranets (including groupware)
-training and education
-documentation and newsletters

other (please specify):

b) Creation and refinement of knowledge
-lessons learned analysis
-research and development centers/labs
-explicit learning strategy

-other (please specify):

c) Storing of knowledge
storage of customer/stakeholder knowledge
-best practice inventories
-lessons learned inventories
-manuals and handbooks
-yellow pages of expertise/knowledge
other (please,

specify):

For a, b, and c above, please put a “1” after those approaches which are “organizational-
wide” and a “2” after those approaches which are “business-unit specific.”

Are there specific knowledge management-related examples, activities, practices,
functions,

or capabilities that you consider to represent your best knowledge management

efforts?

What skill sets and expertise are needed for the knowledge management-related examples
above?
B. Culture

Which aspects of your organizational culture seem to support effective knowledge



management?

Which aspects of your culture seem to be barriers to effective knowledge management?

To what extent has there been organizational buy-in and acceptance about knowledge
management at the following levels?

Mgmt:

Senior mgmt None Alittle Some Alot Total

Middle mgmt None Alittle Some Alot Total

Supervisory None Alittle Some Alot Total

Staff:

Professionals/Knowledge workers None__ A little__ Some__ A lot__ Total
Operational & clerical workers None A little Some A lot Total

Do you have specific training programs in place to support knowledge management? __
Has your organization taken steps to motivate and reward people and/or teams
supportive

of effective knowledge management?____ Yes No

Please list or describe briefly any incentives/reward systems that support knowledge

management.

What insights or lessons learned have you experienced thus far with respect to culture

changes in your organization?

C. Technology
Do you use IT as an enabler to (check all that apply):
Investigate, assess, safeguard important knowledge

Use the best knowledge to do the job well
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Learn and innovate to do the job better

Reengineer the workplace and the production system
Better inform the public and your constituents Y.s

Create new products and services

Other (please specify):

Does your organization have a “formal” Webmaster function? Yes No



Which of the following technologies do you use (or have at your disposal to use) to
support knowledge management initiatives:
Intranet (internal internet based upon WWW browsers or groupware):
E-mail
_______Videoconferencing
_____ Yellow pages of expertise (knowledge maps)
Discussion forums
Shared documents/products
______Training and education
Gathering and publication of lessons learned/best practices
Internet Functions:
Knowledge searching on WWW
Business intelligence
Knowledge exchange with customers
Knowledge and Databases:
Knowledge-based systems
Best practice/lessons learned databases
Performance support systems/decision support systems
Management information systems
Data Mining and Knowledge Discovery Techniques:
Extracting knowledge from process data to improve operations
Simulation, interactive multimedia
From what you marked above, are these knowledge and databases accessible through the
Intranet? Yes No

If yes, which ones:
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Are you planning to make these knowledge and databases accessible through the Intranet?
Yes No

If yes, which ones:

Y.y

Which technologies do you plan to use to support knowledge management?




D. Outcomes
Do you capture and track the value of your organization’s knowledge?
Yes No

If yes, please explain:

Do you measure/track the (New) knowledge-generation within your organization?

Yes __ No

If yes, please explain:

Do you measure/track knowledge sharing within your organization:
Yes No

If yes, please explain:

If you are already using knowledge management, do you measure the value-added and
costs of knowledge management?
Yes No

If yes, please explain how you define and measure the “value-added” of KM:

What do you envision as the top 2 major benefits of using knowledge management in your
organization, from a
strategic point of view? é
Increased innovation 3
. . d
Practice and process improvement
Increased customer satisfaction

Enhanced employee capability and organizational learning
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Improved efficiencies in writing reports and responding to inquiries

Other (please specify ):

Are there any other points you would like to make or areas that we have not mentioned YoA

that would help us understand your situation with regard to knowledge management?
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THANK YOU AGAIN FOR SPENDING YOUR VALUABLE TIME IN COMPLETING
THIS SURVEY.

BRI/PAC knowledge audit survey

The scope of the survey is limited to the OSR involvement in BRI/Premium Amount
Collectable (BRI/PAC) operation. This should include all interface files, notices, and
stuffers. Additionally, the Interactive Computation Facility (ICF) and the SAPIA module
should be included. The following life cycles should be included (i.e., planning, requirements,
validation) in the study (include details of OSR’s involvement and only references to
other organizations).

Note: “Categories of knowledge” refer to types of skills, rules, and practices (i.e., methods
you need to know) for your job. Examples might include (a) coordinating and identifying
areas of change, (b) preparing documents to reflect the increase in COLA and PAC, or (c)
verifying exception/alert codes, which codes are acceptable or not acceptable and why.
Generally speaking, “information” answers who, what, where and when questions; whereas,
“knowledge” answers how and why questions.

This survey instrument consists of two sets of questions. The first set seeks to find
answers

for what knowledge is available and the second set seeks to find answers for what knowledge

needs to be acquired. Please use as much space as needed to answer questions.

Step 1. ldentify what knowledge currently exists in the scoped area described above.

Questions: Please answer as completely as possible:

1. Specifically list the categories of knowledge (how’s/why’s) that you use to do your job
(include knowledge that you have [possess or own] and knowledge that you must obtain
from other sources).
2. For each category of knowledge you specified in the previous question . . .
2.1. Which do you feel are mission critical knowledge that are at high risk of being lost
in the coming years?
2.2. Which categories of knowledge do you possess or own?

2.3. How do you use this knowledge? Please list specific examples.



2.4. From how many sources can you obtain this knowledge? Which sources do you use
and why? (please include the fully qualified organizational component e.g. SSA/
DCS/OSR/DV, HCFA/..., web site, handbook, or filename)

2.5. Who/what are the “expert sources” in your organization (SSA wide) housing the
categories of knowledge that you need (include their organizational component)?

2.6. Besides yourself, who else uses this knowledge (incl. name & fully qualified org.
component)?

2.7. How often do you and others use this knowledge?

2.8. Who are potential users of this knowledge who may not be getting it now (incl.
name & fully qualified org. component)?

2.9. List the sequence of steps that you use to obtain this knowledge?

2.10. How do you use this knowledge to produce a value-added benefit to your organization?

2.11. What are the environmental/external influences impacting this knowledge? (Please
indicate if you feel these are positive or negative).

2.12. What would help you identify or use this knowledge more effectively?

2.13. Which parts of this knowledge do you consider to be (a) in excess/abundance, (b)

sparse and (c) ancient/old/outlived its useful life?

3. How is knowledge currently being shared? What would be a more effective method for

sharing knowledge? (e.g. paper-desk to desk, inter-office mail, email, web page, dataset)
4. What are the categories of knowledge that you will need as a daily part of your job (a)
in the short term (122 years) and (b) in the long term (3-5 years)? ;
]
RS

Questions: Please answer as completely as possible:

5. What categories of knowledge are you lacking that would help you do your job better?
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6. For each category of knowledge you specified in the previous question . . .
6.1. To what degree could you improve your level of performance by having access to
all of the knowledge? Y.
6.2. Who or what might serve as potential sources of this knowledge (incl. name & fully
qualified org. component)?
7. What categories of knowledge do you reuse? Are there other instances where knowledge
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is not typically reused, but reuse would be helpful?
8. For each type of knowledge listed in the immediately preceding question, which types
lead to (a) improved accuracy, (b) increased consistency, (c) better efficiency, (d) other?

9. What types of questions do you have to which you cannot find the answers?

10. What departments/people (incl. name & fully qualified org. component) did you think

would answer your question(s) but did not?

11. In what categories of knowledge do you find yourself asking the same types of questions

repeatedly?

12. What people/departments (incl. name & fully qualified org. component) have contacted

you for information?

13. For each person/department listed immediately above ...
13.1. What level in the organization is each requester?
13.2. Is the requester a new employee (less than 1 year), a medium-term employee (123

years, novice) or a long term employee (over 3 years)?

14. Of the questions that you have been asked by others in the organization, what knowledge
was requested that you consider to be (a) essential for organization performance, (b)
essential for the organization’s competitive advantage, (c) important for leading to
innovations and new areas in the future and (d) outdated and no longer useful for the

business?

15. What mechanisms might be helpful for encouraging knowledge sharing and transfer in

your organization?

16. Which aspects of your organization seem to provide barriers to effective knowledge

management? (i.e., what constraints impede knowledge sharing and transfer?)

17. What are the main reasons that you could have made errors/mistakes on the job?

18. If your organization has considered outsourcing in the last 5 years ...



18.1. In what areas was the outsourcing considered?
18.2. In each area, if outsourcing was rejected, why?

18.3. In each area, if outsourcing has taken place, why?

19. How much time do you spend looking for knowledge (out of a 40-hr. week)? Why

199 lisoj O { ojlta 0jlaiis @ jactajily |l @

Y



