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MaBnoIakoi OTOXOI
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— INUAVTIKEC TEXVOAOYIEC



What is “knowledge<¢ (1/2)

A

m understanding principles

understanding patterns

INFORMATION

m understanding relations

The DIKW pyramid

R. L. Ackoff, “From data to wisdom", Journal of
Applied Systems Analysis, 16, pp 3-9, 1989.

Data represents a fact or
statement of event without
relation to other things

Informartion embodies the
understanding of a
relationship of some sort,
possibly cause and effect

Knowledge represents a
pattern that connects and
generally provides a high
level of predictability as to
what is described or what
will happen next

Wisdom embodies more of
an understanding of
fundamental principles
embodied within the
knowledge ... wisdom is
essentially systemic

Source: “Data, Information, Knowledge, and Wisdom” , by
Gene Bellinger, Durval Castro, Anthony Mills, available at:
hitp://www.systems-thinking.org/dikw/dikw.htm



http://www.systems-thinking.org/dikw/dikw.htm
http://www.systems-thinking.org/dikw/dikw.htm
http://www.systems-thinking.org/dikw/dikw.htm
http://www.systems-thinking.org/dikw/dikw.htm

What is “knowledge<¢ (2/2)

Where is the Life we have
lost in Living?

wWhere Ls the wisoom we
have lost tn knowledoe?

Where is the knowledge we
have lost tn tnformation?

“The Rock” (1934)

T. S. Eliot (1888-1945)
Nobel Prize in Literature (1948)




what are the

characteristics
of knowledge ¢

b"—
NMnyn: https://flic.kr/p/9ve9Bw




Although knowledge is increasingly
being viewed as a commodity or
an intellectual asset, it possesses
some paradoxical characteristics
that are radically different from
those of other valuable Knowledge Management
commodities. These include: in Theory and Practice

« Use of knowledge does

not consume it

« Transferal of knowledge
does not result in losing it

« Knowledge is abundant,
but the abllity to use it is
scarce

* Much of an organization’s \ /
valuable knowledge walks i R
out the door at the end of A
the day

Mnyn: Knowledge Management in Theory and Practice (2n9 Edition), by Kimiz Dalkir, MIT Press, 2011.
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(Davenport'& Prusak, 1998) ANYA: https://flic.kr/p/aD5UKC



Alaxeipion N'vooonc

« H Alaxeipion 'veoonc (Knowledge Management)
£ival PIa ETTIOTNIOVIKN TTEQIOXN N OTTOIa
TTOAYUATEVETAI TN CLAAOYN, AVATTAPACTACN,
eTTeCEPYQOIA KAl OpYAVON TNG YVWONS UIAg
ETTIXEIPNONC YIO TNV LTTOOTNPEIEN SIAPOP LV
SPACTNEIOTNTWYV TNG, OTTWC N ANYN ATTOPACEWY
(Prusak, 2001)

« Ta Xvotnuarta Alaxeipiong Nnvowoncg (Knowledge
Management Systems) exouv w¢ OTOXO TN
SIACPAANION TOL OTI N CWOTH YVWON Eival SI0BECIUN
OTN OWOTN POPPI), OTOLS KATAOAANAOLC
AvOOWTTOLC, TNV KATAAANAN OTIYUN KAI PE TO OWOTO
KOOTOC
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Eqpappuoyn AIQUOIACUOG
OANOKANP®WON Alavopun
Ekpabnon Npoowbnon

Mnyn: M. A0TPAG, AlaxEipIon Yvaong Kal udénongy, Mamacwtnpiov, ABrva, 2003.



Why is KM important today?

Globalization of business

— Organizations today are more global - multisite, multilingual,
and multicultural in nature.

Leaner organizations

— We are doing more and we are doing it faster, but we also
need to work smarter as knowledge workers, adopting an
increased pace and workload.

“Corporate amnesia”

— We are more mobile as a workforce, which creates problems
of knowledge continuity for the organization and places
continuous learning demands on the knowledge worker. We
no longer expect to spend our entire work life with the same
organization.

Technological advances

— We are more connected. Advances in information
technology not only have made connectivity ubiquitous, but
have radically changed expectations. We are expected to
be “on” at all fimes, and the turnaround time in responding is
now measured in minutes, not weeks.

Mnyn: Knowledge Management in Theory and Practice (2nd Edition), by Kimiz Dalkir, MIT Press, 2011.



MOPEPEC YVWONGC

« PNt yvowon (explicit knowledge)
— AVOQEQETAl OTN CAPN, AVAPPIBOAN yvoOon TTOL PPICKETAI OF
ﬁlﬁ)\m EYYPapa, Bewpiec, TTVAKES KAl YOAPNUATA
— Acgv gival aupIioPNTACIUN, KABWG eMRERAICOVETAI ATTO

EMOTNMOVIKA ATTOSeSEIYUEVEG BEWPIEG KAl CLYVNOWG Eival
ATTOSEKTN ATTO OAOLG

— Eival ebkoAa petaPiPaciun 010 ECWTEPIKO TNG ETTIXEIONONG,
AAAC Kal a§oo elafe} oum

— H emkovevia TnG pNTNG YVWoNG PETAL SLO N Kal
TTEQIOOOTENWY ATOUWY EXEI BETIKA ATTOTEAECUATA APOL ALTN
euttAoLTICeTal KaI e€EAicOETAIl

« Appntn yvwon (tacit knowledge)
— AQOPA OTN YV®ON TTOL £XEl ATTOKTNOEI ATTO EUTTEIIA KAl
TTOAKTIKEC HEBOSOLC

— Eivain yvwon mou eve ppiokeTal OTO HLAAO KABE ATOUOL, dev
exel EekaBapa SIaTLTTWOE

— IXETICETAI PE TNV EKTTAIGELON, TN YONON, TIG TIOOTIUNCEIG, TIG
EVTOTIWOEIG, TN CLOCWEELHEVN EUTTEIDIA KAI TN SI0QATIKOTNTA
TOL KOBE ATOUOL



The knowledge iceberg

LNOWLEDGE AS ICEBDERG

LIVES N BO0KS ~ f EAPLICAT
AND HEADS r_/ (Mo WRAT)

-

LiVES N
TACAT PEOFLE AND
(Y—NOW HOW) THEWRZ PRACTICES

Explicit
knowledge

Conscious
tacit
knowledge

Unconscious
tacit
knowledge

The knowledge iceberg

Source: https://flic.kr/p/yxae8

Source: hitp://www liteea.com/wordpress/knowledge/2014/10/30/km-framework/
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Nonaka and Takeuchi (1995)

Socialization

— sharing face-to-face
(observation, immitation,
practice)

— very effective means of
creation and sharing
Externalization

— gives visible form to tacit
knowledge

— makes knowledge shareable

Combination

— recombining to a new form
(synthesis, trend analysis,
summary, linking and cross-
referencing)

— categorization, tagging
— creating training material

Internalization

— embedding new mental
models

— learning by doing
— employees know how to do
thelir jobs and tasks differently

Tacit

%

(N
.

Tacit

T Internalization Combination
Explicit

Explicit

The SECI model

Source: https://commons.wikimedia.org/wiki/File:SECI_Model.jpg

Tacit Tacit
Socialization Externalization :|,

poldx3g

poldx3g



Choo (1998)

 Emphasis
on sense

Streams of
experience

Sense < 3
Making Shared meanings

making,
knowledge
creation
and
decision
making

Shared meanings

Y

Y

Decision
Making

Knowledge
Creating

New knowledge,
new capabilities

Goal-directed
adaptive
behavior

External information

Bknowicdge Next knowing cyele

Mnyn: Knowledge Management in Theory and Practice (2n9 Edition), by Kimiz Dalkir, MIT Press, 2011.



Wiig (1993)

Basic principle: in order for knowledge to be useful and
valuable, it must be organized

It should be organized differently depending on what it will be used for

Three knowledge forms

Public knowledge (explicit, taught and routinely shared knowledge -
e.g. a published book or information on a public website)

Shared expertise (proprietary knowledge assets that are exclusively
held by knowledge workers and shared in their work)

Personal knowledge (it is typically more tacit than explicit and is used
non-consciously in work, play, and daily life)

Four knowledge types

Factual (directly observable and verifiable content)
Conceptual (involves systems, concepts and perspectives)

Expectational (judgments, hypotheses, preferences and heuristics that
we make use of in our decision making)

Methodological (deals with reasoning, strategies, decision-making
methods and other techniques — e.g. learning from past mistakes or
forecasting based on analyses of tfrends)






"Okay your father
managed to get a mouse.
Now how do we use it?"




Koiv YAWooa

*  AebopEvNG TNG SIAPOPETIKOTNTAG TV COPMETEXOVTWV WG
TTOOC TO ETTTESO €LPLIAC, AVTIANWNG, YVWONCS, AAANG Kal
TA TTDOCWTTIKA TOLEC XAPAKTNEIOTIKA, EYEIOOVTAI YA OEIPd
aTTO {NTNUATA EKPOACNC, ETTIKOIVAVIAC KAl CLVEQYATIAC
TTOL UTTOPOLY VA ETTNEEACOLY N KAl VA KABOPIOOLY TO
TEAIKO ATTOTEAECHA PIAC CLVEPYATIKNG S1IA8IKATIAC

* ATTQITEITAI AOITTOV N OTTAPSEN PIAG KOIVING YAWOOAG
ETTIKOIVAVIAC KAl KOIVQY ONUEIWY avapopag
— Mapdadeyua: diadikacia opadikng Anyng amopacewy =
KABOPIOWOG TWV TTPOG ETTITELEN OTOXWYV, ATTOTIUNGN TV
SESOUEVYV TOL TTPOPRANUATOC KAl ALIOAOYNON ALTWY

«  AvamTuén ovioAoyiwyv (ontologies)
— MmopoLyV va cuvépApoLY OTNV ATTOSOTIKA SIAVOWN TNG
YV@WOoNG, KABWG TTAPEXOLY I OAPWS OPICHEVN, KOIVN
YAWOOQA ETTIKOIVQWVIAC PJETAEL ATOUWY KAl EPAPUOYWYV

— MEo0 yia TNV €TTITELEN KOIVAG KATAVONONG O¢ SIAPOPETIKOLG
XWEOLGS Yvwoncg (knowledge domains)



OvtoAoyieg (1/2)

lEQAPXIKEC SOUEC YVWONGS, OTTOL TA AVTIKEIUEVA I Ol EVVOIES TTOL
ATTaETICOLY TNV OVTOAOYIA KATATACOOVTAI O& KATNYOPIES KAl
LTTOKATNYOPIES, AVOAOYQA HE TIGC PACIKES TOLG I610TNTEC

ATTO HIQ TTIO TEXVIKN OKOTTIA, €iVAl KOUUATIO KWOIKA TA OTTOId
ATTOTEAOLVTAI ATTO EVA CLYKEKQIUEVO AECIANOYIO YIO TNV
TTEQIYPAPN TNG TTRPAYUATIKOTNTAC, KABWS KAl ATTO UId OEIpd
CAPC SIATLTTWHEVRV TTAPASOXWYV (assumptions) wc TTPoC TNV
ONUACIA KAl XoNoN TV OXETIKWY 0PV

[epIAapPavouy kKAaoe€ic (classes) kal avTikeipeva (insfances)

- Iv\rropa va nepwpocpa TG stcag HUETAEL TV KAQTEWV KAl TV
amuapoug OVTIKEIUEVCDV OTTWG ETTIONG TA XAPAKTNPIOTIKA (properties)
KQI TIC TIWEC ALTWV (property values)

— EmmAtov, ummopei va mepihauPaver Aeitovpyieg (functions), Siadikacieg
(processes), meplopIcoLS (constraints) Kal Kavoveg (rules)



OvToAoyieg (2/2)

MIa OVTOAOYIO PTTOPEI VA EXEN TN HOPPN EVOG AEEIKOD
dlc’rlonory; Onoavpou (thesaurus), Tagivouiag
’rox(;)nl?my N EVOC £VVOIOAOYIKOUL oVTEAOL (conceptudl
mode

EmmoooBera, AOyw TNG avartuéng ToL ZNUACIOAOYIKOU
loToL (Semantic Web), ol ovToAOYIEG ATTOTEAOLY CNUEPA
Eva PJECO YIA TNV avaTTapaoTach TNG CNUACIOAOYIAG
EYYPAPWY WOTE VA ETITRETTOLY TNV ATTOSOTIKOTEQN XPNON
ALTWY ATTO TIC EPAPUOYES AOYICHIKOU



Taxonomy vs. Metadato

Text Media

Literature Spirituality Science Computer Books

¥ 3 0 3 0 X w A

Web/Internet Databases Programming Languages

- Book

J Title: C++ Unleashed
Author: John Doe
Genre: Computer Books

Metadata

Mnyn: http://www.yoozcase.com/taxonomy-vs-metadata-in-layman-terms/



TexvoAoyiec avamtuénc OVTOAOVIWV

¢ [AWOOEC
— Resource Description Framework (RDF) kal RDF Schema
(RDFS): BaoiCoueva otnv cuvtaén TG Extensible Markup
Language (XML) armoTeAoLV HId YEVIKELUEVOL OKOTIOL YAWOOA
ovoénopdomong TTANPOPOPIAG KAI OVTOAOYIWY VIO TO
AIa8iKTLO

— DAML+OIL kal Web Onfology Language (OWL): 600 PaACIkEG
YAWOOEG avammapaoTaong dedopevay Tov Paacifovral o
ONUAGCIOAOYIQ TV 6€60UEVLV

. JIrEpylo))\aio AvATITLENG OVTOAOYIWV (onfology development
0ols

— Protégé (http://protege.stanford.edu/)
« free, open-source ontology editor
s TO ELPVLTEPA XPNTIUOTTOIOVEVO EQYTAAEIO AOYICHIKOL YIA TNV
AvATITLEN OVTOAOYIWV
s TTAPEXEI EVA PIANIKO OTO XPNOTN TTEQIRAAANOV
« SLVATOTNTA AVATITLENC KAI YETATPOTTING OVTOAOYIWV O€
SIAPOPETIKA TTOOTLTTA



[Napadelyua ovioAoyiac
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Mnyn: C. Evangelou, N. Karacapilidis and O. Abou Khaled: Interweaving Knowledge Management, Argumentation and Decision Making in a Collaborative
Setting: The KAD Ontology Model. International Journal of Knowledge and Learning, Vol. 1, No 1-2, 2005, pp. 130-145.




Mnyn: https://flic.kr/p/lomg9r
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BAOIKOC KOKAOC Al

Enowledge Capture Knowledge Sharing
and/or Creation

and Dissemination

Update

Contextualize

Enowledge Acquisition
and Application

Mnyn: Knowledge Management in Theory and Practice (2nd Edition), by Kimiz Dalkir, MIT Press, 2011.



Aopn XuoTNuaToc Alaxeipionc Nvawong

GUI

YOoTNUAa Alaxeipionc Baoewy Nvawong kai
Acdbopevav (Knowledge and Data Base
Management System)

EowTtepikn Baon Nnvawonc (Knowledge Base)

E€wTepikeC Baoeic Acdbouevwov



Y NUAVTIKEC TEXVOAOYIEC

Or1 amobrkeg dedopevwv (data warehouses) TTapéxovy TNy
ATTaEAITATN LTTOSOMN YIA TNV OPYAVGON, ATTOBNKELON KAl
eSaywyn ONUAVTIKWY TTOCOTATGV SE60UEV®DY, AKOAOLBGWVTAG TA
TTOOTLTTA EVOC OPYAVIOUOU

Ta dedopeva TToL ATTOONKELOVTAI O€ PIa ATTOBNKN SeS0UEVEV
AvAALOVTAI CLVNOWG e TN PONBEIA EPYAAEIY AVAALTIKNG
Jc;,mlée)pyoclog bebopevawv (online analytical processing - OLAP
ools

O1 SLVATOTNTEG TWV TIDONYOLUEVAY TEXVOAOYIQV OTNV ETTECEOYATIA
HEYOAAOL OYKOL SESOUEVV UTTOPOLY VA EVIOXLBOLY TTELAITEQG UE
N XpNon pnNxaviouwy eEopuénc dedbopevy (data mining)

TavTtoxpova, 1o epIRAAov Tov World-Wide Web vioBeteital OAo
KAl TIEPIOOOTEPO WG HIA TTAATPOPHA avaTTLENG EGAPHOYWV KAl
TTAPOXNG TWV OXETIKWYV LTTNPECIWV

AVO ETTITTAEOV TEXVOAQYIEG, Ol OTTOIEG EUTTITTTOLY OTNV ETTOTNHOVIKN
TEPIOXN TNG Texvntng Nonuoouvvng, eival n Baoiopevn oe Kavoveg
Aimohoynaon (Rule-Based Reasoning) kal n Baoiopévn oe
Mepimraooeac AimoAoynon (Case-Based Reasoning)



Eqpapuoyeg ooTnNUATWY Al

E cc KM
PAPROTES ,68 Awyeipion , , Exnaidevon ano
Emyeipnpotiko , Yrnootipién lehatov ,
, IxavothiTtOV AmdcToon

Enineodo

Eatopwkevpévn . ,
IT r
et vieg I'voong

Yanpeoieg KM Avakaivyn Agdopévov & I'vaoong||[Yanpeoisg Lovepyaociog| Aiktva Edikov

OpyoavoTikn . ,
T e Xapreg I'voong
Awyeipion , ,
B AmoOnikec I'vorong
Xopniov emurédov Web Browsers, Engéepyoaotéic Keypévov, DBMS, T'evwijtpreg Molvpéomv,

vroooun yw IT Epyolieioa Arootolic Mnvopdrtov, Yanpeoieg Auodiktvov kot Torukov Atktvov

. Hgv? o Mivakec Baosig Asdopévev E-mails Déxehon
P (P, Pt AVOKOIVOGE®V , IHolvpéocowv
ko I'voong Eyypaoa Chat

Mnyn: G. Lawton, “Knowledge management: ready for prime time?2"”, |EEE Computer 34(2), pp. 12-14, 2001.




Major KM Technigues, Tools & Technologies

Knowledge Creation

and Capture Phase

Knowledge Sharing and
Dissemination Phase

Knowledge Acquisition
and Application Phase

Content creation
Authoring tools
Templates
Annotations
Data mining
Expertise profiling
Blogs

Content management
Metadata tagging
Classification
Archiving
Personal KM

Communication and
collaboration technologies
Telephone
Fax
Videoconferencing
Chat rooms
Instant messaging
Internet telephony
E-mail
Discussion forums
Groupware
Wikis
Workflow management

Networking technologies
Intranets
Extranets
Web servers, browsers
Knowledge repository
Portal

E-learning technologies

CBT
WBT
EPSS

Artificial intelligence

technologies

Expert systems

DSS

Customization—
personalization
Push/pull technologies
Recommender systems
Visualization
Knowledge maps
Intelligent Agents
Automated taxonomy
systems

Text analysis—
summarization

Mnyn: Knowledge Management in Theory and Practice (2n9 Edition), by Kimiz Dalkir, MIT Press, 2011.
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ReATING CoMPANY || KNOWILEDGE

HOW ORGANIZATIONS MANAGE WHAT THEY KNOW

THOMAS H. DAVENPORT
e LAURENCE PRUSAK

IKUJIRO NONAKA
HIROTAKA TAKEUCHI

WARVARD BUSINESS SCHOOL PRESS

... fechnology alone won't make you @
knowledge-creating company ...



[MapayovTec 1oL ernNEeadovy TN diavoun TNG
YV@ONGC

ATOUO OpYyaVvIOUOG

o Nonuoouvn KOLATOLEG TOL OPYAVICUOL ATTEVAVTI OTN

o AvTIANUN Slaxeipion TNG Yvwong
o 2 DINOSOSiEC AEITOLPYIKOI POAOI
é |C:) ALOIBAIOTNTA YLVOXN KAl AicONUAa LTTOXPEWONC TNS OpAdag
(>3 = AeE10OTNTEC CLVEPYATIAG KAl ACPaAeia
o b ETTIKOIVQVIAG AicBNua KOIVOL GKOTTOL
NV \ C . .

=< Kivntpa Kolvoi kwdikeg, a&ieg Kal OTOXO!

|C:) Aopn Kal Katavoun epyaciag kal eEovaiag
5 Eumreipia: ekmraidevon, TexvOAOYIKA LTTOSOUN
e oueleatiolfipentoiotiol fudlete AEITOLPYIES, AITONTIKA KAl SO TLOTNUATWV
<>)' o ETTayYEAUATIKEG IKOVOTNTEG KAl Alaxeipiong N'veooong
6 g IKAVOTNTEG AGQAAEIQ
2 E [VGOTIKO QVTIKEIPEVO TOL
= TTEORANUATOG

Mnyn: C. Evangelou and N. Karacapilidis, “On the interaction between humans and Knowledge Management Systems: A framework of knowledge sharing

catalysts”. Knowledge Management Research and Practice, Vol. 3, No 4, 2005, pp. 253-261.




Evioxoon dilavouncg yvwong
(KOIVGVIKO-TTOAITIOTIKO TTAQICIO)

Negaftive Reinforcement Positive Reinforcement
= “Knowledge is power” dilemma =  Establishment of constructive relationships
= Hierarchy-based knowledge = Respect to social and individual identities
approach .

Cultivation of a “shared purpose” sense
= Underestimation of knowledge to

Common language and understanding
be shared

: e = Clarification of roles and scopes
= Negative criticism and loss of

reputation and respect " Reputation building
= Manipulation of shared knowledge * Assignment of tasks according to interests
= Abuse or loss of literary property =  Measurement and reward of cooperation
= Lack of absorbing capacity = Ties and commitment

= Lack of security and confidentiality " Development of knowledge sharing culture

= Distinction of capabilities between employees
and technology

» Shared codes, values and objectives
= Trust

Mnyn: C. Evangelou and N. Karacapilidis, “On the interaction between humans and Knowledge Management Systems: A framework of knowledge sharing
catalysts”. Knowledge Management Research and Practice, Vol. 3, No 4, 2005, pp. 253-261.



Evioxoon diavouncg yvewong
(TEXVOAOYIKO TTAQIOIO)

Negaftive Reinforcement Positive Reinforcement

= Expendability and redundancy of
knowledge workers

Maintenance of user profiles

= |nteractive features

= Too generic interfaces «  Flexibility

= Dissatisfactory presentation of

. . = Use of organization-wide language
functional, aesthetic and structural

= Development of intelligent tools

issues

« Dissatisfactory performance =  Asynchronous and distant communication

= Complex queries fo refrieve shared " Easy and quick access to valuable knowledge
knowledge =  Knowledge elicitation, processing, storage

= Abuse or loss of literary property and dissemination feafures

= Lack of security and confidentiality " Externalization of sharing outcomes

=  Establishment and constant surveillance of
security protocols

= User-friendly interface

Mnyn: C. Evangelou and N. Karacapilidis, “On the interaction between humans and Knowledge Management Systems: A framework of knowledge sharing
catalysts”. Knowledge Management Research and Practice, Vol. 3, No 4, 2005, pp. 253-261.



The New York Times and BusinessWeek Bestseller

“THIS BOOK IS A MIRACLE

UPDATED
WITH NEW
MATERIAL

NEW

WHY RIGHT-BRAINERS
WiLL RULE THE FUTURE

DANIEL H. PINK

Rivernead Books, 2006

Conceptual Age
(creators & empathizers)

Information Age
(knowledge workers)

Industrial Age
(factory workers)
ﬁulture Age

(farmers)

18th century 19th century 20th century 2|st century

“We've progressed from a society of farmers
(AGRICULTURAL AGE) to a society of factory
workers (INDUSTRIAL AGE) to a society of
knowledge workers (INFORMATION AGE).

And now we're progressing yet again to @
society of creators and empathizers, of pattern
recognizers and meaning makers (CONCEPTUAL

AGE)" - Daniel Pink




Mnyn: https://9to5mac files.wordpress.com/2014/10/stevejok
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AVTI ETTIAOYOUL

TO THE UNTRAINED
EYE IT MIGHT LOOK
AS IF I DO NO

WORK.

www.dilbert.com scottadams®@aol.com

/EUT INSIDE HEF:E\

IS A RAGING SEA
OF KNOWLEDGE
MANAGEMENT

AND STRATEGIC
| THINKING.
N

'$|||iu|'ap i@ 2000 United Feature Syndicate, Inc.

DID YOU
HEAR THAT
GURGLING
SOUND?

V
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