The Growing Relevance of
Knowledge Management
in the Digital Age

In any organization, the sources of knowledge are
its employees or/and customers. A continuous cycle
ensures the knowledge being accumulated is
valuable for the organization. This cycle, as depicted
in Figure 1, starts with the creation of knowledge by
various stakeholders, which is then shared with the
larger group for validation and a proper structure for
easy reference. The knowledge is continuously
audited to keep it meaningful.

Knowledge management is no longer
limited to information; it has diversified
into data and insights, the key drivers of
digital transformation.

One of the most important and valuable assets of any
organization is the knowledge it has accumulated
over the years. It is very important to handle that
knowledge in a systematic way to reap its benefits.

With this expanded repertoire, not only the past
knowledge of long running processes is being
leveraged to look out for avenues to implement RPA
but also the present activities, which might be
newly introduced.
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Figure 1: Knowledge lifecycle

A learning culture is essential in an organization
and sharing of knowledge is important to ensure
this culture. Any person who is willing to learn
should have easy access to knowledge. Not all
types of knowledge are easy to share: creativity or
design thinking can’t be shared but the thinking
process behind a specific idea can be shared to
help people understand how to think on a similar
line or think differently. Some types of knowledge
are easy to materialize and share as it contains
specific steps like a mathematical equation.
Knowledge Management ensures that the
knowledge remains within the organization and
helps improve efficiency through sharing of best
practices and learnings.

Why is knowledge management important?
Often, most of the knowledge in an organization is
undocumented and not accessible. Visibility of
information can help employees take well-informed
decisions that will directly benefit the organization.
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Different apps and data structures are used across
the organization to store information, which may
not be easily understood by other teams to reap its
benefits.
Not all of us are good teachers; when it comes to
transferring knowledge to our peers, we fail to
transfer all the information because we are
ourselves unaware of things that we have learnt
and have become core to our thinking and
decision-making. Due to this, employees spend
time recreating all the knowledge that already
exists in an organization but have been lost. Same
mistakes are made repeatedly, and the organization
falls in a cycle of inefficiency that hinders growth
and productivity.
An intelligent organization fosters innovation within
the organization that benefits their employees and
customers by harvesting the knowledge gathered
during the organization’s lifetime. In today’s highly
competitive environment, it is very important to be
as agile as possible and quickly respond to new

situations using expertise and intelligence that the
organization has gathered over the past.

making in an organization along with improved
employee retention.

Organizations often realize the importance of
Knowledge management solutions when they
merge with another organization and require to
share their experience and information for realizing
mutual benefits. Even when a key personnel moves
out of an organization, management often realizes
the need for a solution to store and share
information to avoid dependency on any individual.

Knowledge management in the digital age
Digital transformation is changing the entire
operating model of organizations. With
advancement in technology, employees need to be
prepared for more competitiveness as organizations
will start rewarding employees based on their ability
to perform tasks which machines are not able to do.
Previous experience and qualifications of workers
would get less weightage. Today’s employees are
being shortlisted based on their capability to
collaborate with machines having cognitive
functions. This makes knowledge management
even more meaningful as we become dependent on
cognitive machines for highly repetitive and
complex work.

Knowledge management helps organizations create
an efficient workplace where all employees’
knowledge is valued. Collaboration between
employees also improves when they share
knowledge and it is easier to understand someone’s
perspective when the information behind that
thought is readily available. All these benefits
directly link towards efficient and better decision
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Figure 2: Business value creation at each step of knowledge management

Knowledge management will help create an
optimized workflow, which would enhance our
productivity and identify innovative opportunities.
Systematic coordination among people, process and
technology is essential. Figure 2 shows how
knowledge, whether it is sharing, creating, or
identifying, is helping in the creation of business value
along with the people, process and technology.
Knowledge management will realize the real value and
potential of business through knowledge reuse.

Knowledge management is no longer limited to
information, it has diversified into data and
insights, which are the key drivers of analytics.

With digital transformation, organizations are
collecting infinite data points using sensors and
then transmitting it to cloud systems for
processing. These advancements towards big data
are making knowledge management much more
relevant as this knowledge is being utilized for
development across the value chain, including
intelligent process automation.
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How knowledge management fits
every industry
Knowledge management benefits most industries
through several process improvements. We will
quickly discuss some use cases pertaining to
different Industries.

Healthcare – There is a lot of research in
healthcare that can be reused to save time
and improve effectiveness if stored in an
organized and easy-to-understand format.
Knowledge management makes sure that this
is achieved. Today, customer experience is
becoming the most important factor for
healthcare providers. Knowledge and content
management helps in findability of
information and enables proactive self-service
engagements with customers.
BFSI – Due to the multiple channels in the
BFSI industry, it makes even more sense to
deliver right information to the right person at
the right time via the right medium. This
industry also needs to maintain data security
with regulatory compliance. This makes
managing knowledge even more difficult, but
an organized approach can help deliver
enormous benefits of analytics.
Telecom – It is one of the most customer
experience-dependent industry as one bad
experience can lead to a lost customer.
Telecom operators have been famous for
finding new ways to keep the Customer
Satisfaction (CSAT) score high and resolve
customer queries as quickly as possible. With
advancement in technologies, bots are
replacing customer agents to an extent and
self-service channels are being leveraged for
better customer experience and reduced cost
for operators. For agents, whether digital or
physical, knowledge is an integral part of
servicing the customer. Knowledge
management is enabling automation in
contact centers.

Knowledge management is moving toward
semantic web
The vision of semantic web states that the all the
information available on the web should be easily
understood by machines so that they can derive
valuable insights even without human interventions.
Knowledge management is complementing this
vision by bringing this to reality in an organization’s
perspective.
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If we look at the larger perspective, the technology
that we need to fuel semantic web needs
development and investment. This development can
only be successful when organizations have a reason
and value to invest in it. In future, the leaders will
look forward to democratizing the technology and
then, semantic web would be a reality.
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