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Agenda

ÅSome background

ÅWhere we have been

ÅWhat we did

ÅWhere we are going

ÅSome lessons
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Background

ÅIn eight years Lucid IT has 

grown from nothing to being a 

leading IT Management 

consulting and training 

organisation.

ÅFrom the very beginning we 

knew the value of KM and have 

incrementally improved our 

approach.

ÅIt has grown as we have grown!
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Why Do Knowledge Management?

ÅThe Lucid IT KM value proposition

ïCosts of not doing KM

ïRisks from not doing KM

ïBenefits of KM

ïCosts of KM
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Costs of not doing KM

ÅBringing new employees up to speed

ÅReinventing the wheel in consulting 

engagements

ÅErrors leading to

rework

ÅReduced customer

satisfaction
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Risks of not doing KM

ÅRisk of inconsistent style and 

quality

ÅReduced efficiency could make 

our services uncompetitive

ÅHarder to adapt our service 

catalogue to changing 

requirements
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Benefits of KM

ÅEnable more rapid growth and 

change

ÅCapitalise the experience of our 

best people and use it to develop 

all our people

ÅSupport our distributed workforce

ÅMore efficient service delivery

ÅIncreased staff retention (they can 

see the value)
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Costs of doing KM

ÅTime to lead and manage

ÅTools

ÅTime to learn and contribute



THE JOURNEY SO FAR
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The early days
Å Handful of experienced consultants

Å You knew what everybody was doing

Å You knew the individual strengths of everybody

Å We could all meet around a kitchen table

ïand we did!

Å KM through stories

Å No formal process or tools

Å Starting to accumulate

valuable IP but not

managing it

Big win #1
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We started to grow and to disperse
ÅKnew the value of the ñLucid IT familyò
ïContinued to meet face to face

ÅKnew the value of our IP
ïDeveloped a project-based repository for IP

ÅKnew the value of KM
ïEach consultantôs compensation has a part for KM

ÅBut cracks started to appearé
ïRelease management for our training materials

ïConsultants not aware of existing IP from other locations

Lesson: Our earlier intuitive approach was not 
going to be sufficient as we grew further ïwe 
needed level 2 maturity.
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é so we responded
ÅAcquired tools to make sharing of IP easier, and 

moved to a subject matter based repository

ÅAcquired a mobile phone service where calls to each 

other are ñfreeò

ÅImplemented a teleconferencing facility and 

encouraged its use

ÅEnsured that all employees had internet access

ÅInstituted regular location meetings with a semi-

social emphasis

ÅFormalised our face-to-face meetings as ñknowledge 

daysò
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Our #1 tool

Å Groove (now part of 

Microsoft Office)

Å On each consultantôs 

laptop

Å All of the ñmust haveò 

IP such as training 

materials

Å Paid for itself many 

times over

Big win #2
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Groove

ÅStrengths
ïAutomatic peer to peer replication ïInternet-savvy

ïAlways available (workspaces automatically 
updated on each userôs laptop)

ïCentralised backup

ïSecure

ïRich toolset (file repository, discussion groups, 
simple project management, IMé)

ïGreat for ad-hoc and unstructured

ÅWeaknesses
ïNO searching

ïNO management reporting
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We did some things right in 

implementation

ÅñNo Work Zoneò

ïnon threatening introduction to the tool

ïsocial discussion, family photos etc.

ÅIt is compulsory (eg. you have to open Groove 

to teach ITIL Foundation Certificate)

ÅGave individuals control:

ïWhat information they can see

ïAbility to create workspaces for ad-hoc sharing, 

projects etc.
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Lucid IT Knowledge Days

Å Twice a year for two days

Å Bring ALL employees together

Å Balance of formal and informal

sessions

Å Social events

Å Dinners, drinks

and lots of fun

Å Lots of story telling

Å Defines in part who

we are

Å Capture information

for later sharing

Costs real money but we understand the value

http://lucidit-sharepoint/Bridge Climb Sydney/026_26.JPG
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é and then we grew some more

ÅMore people, more locations, more diverse portfolio:
ïExpansion in IT Governance, PPM, ITSM, IT Strategyé 

nobody knows it all

ïExpansion into Asia and New Zealand

ïITIL V3

ÅShowed up deficiencies in our tools and process
ïProcess ownership a ñspare timeò role

ïLots of IP but hard to extract the best bits

ïEven finding the ñexpertò became hard

ïDifficult to measure and reward the right behaviours

ÅConflict between short term and long term

Lesson: Time for some formalism ïwe needed 
level 3 maturity
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é so once again we have responded!

ÅReinforced importance of KM to leadership 

and defined our vision and strategy

ÅAppointed Knowledge and Innovation 

Manager

ÅEstablished Communities of Practice

ÅUpdated toolset and IP lifecycle processes

ÅStarting to integrate KM with other key 

processes

ïService Delivery

ïService Portfolio Management
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Knowledge and Innovation 

Manager

Å50% job role

>1% of our workforce

ÅProcess owner for Knowledge 

Management process

ÅProcess owner for Service Portfolio 

Management process
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Communities of Practice

ÅExamples

ïIT Service design, transition and operation

ïIT Strategy and governance

ïProject and programme management

ÅEach COP has a leader

(a part time role)
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The COP Leaders

ÅGenuine expert on the subject

ÅFocal point for management of IP

ÅñThe person you askò

ÅResponsible for creating and maintaining 

knowledge

ïDriving internal awareness, contributing to training

ïIdentifying gaps

ÅExplicitly measured, goaled and rewarded on KM 

performance
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Updated toolset
ÅImplemented SharePoint

to complement Groove

ÅMost useful for large

amounts of fairly static IP

ÅGood searching and adequate document 

management

ÅCould replace Groove in future

ÅUsing SharePoint workflows for document 

lifecycle

ÅBetter reporting on IP creation and use
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Whatôs next?

ÅExtend KM to our customers and partners
ïDisintermediate access to our knowledge where appropriate

ïUse ñWeb 2.0ò concepts (we already have a presence in 
LinkedIn, Facebook, SlideShare, Wikis, Second Life, 
Twitter, Skype and others)

ïIntegrate knowledge from our customers and partners

ïExtend our Communities of Practice

ÅGet better at capturing implicit knowledge (webinars, 
video and audio capture etc.)

ÅMore extensive use of metadata to build knowledge 
around our IP

ÅBetter measurement of the process



24

Lessons

ÅKM always WIP

Å4Ps (not really a lesson)

ÅManagement commitment

(not really a lesson)

ÅDonôt be afraid to try things é

some things that we have tried didnôt work

ÅPlenty of cheap or free tools out there, the trick 

is to find the ones that fit your organisation

ÅKM can make a critical difference to the 

organisation


