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1) Introduction 

Why survey? 

Knowledge Management (KM) is over 2 decades old, yet remains in many ways an immature discipline. 
There are multiple understandings of what KM involves, how it should be addressed, how it is defined, 
what it should be called, or even whether it exists at all.  One way to make sense of this complex field 
is to take an overview of current practice around the world and across industries, and to see: 

• What people commonly include under a KM heading; 

• What their common KM focus is;  

• What resources, technology and processes they apply; 

• Where the value has been generated from KM to date, and 

• What barriers and enablers they commonly face. 

Three triennial Knoco Global Surveys of Knowledge Management were conducted in 2014, 2017 and 
2020 to answer these questions, to identify any evolutions in KM over the intervening three year 
periods, and to test whether observations in one survey were repeated in the others. This document 
presents the results from the 2020 survey, and compares these with the previous 2 surveys. Where 
there are differences and trends between the survey results, these are highlighted below, and where 
an analysis comparing more than one variable has been attempted, this uses data from all three 
surveys to maximise the amount of data. Entries to the 2020 survey were collected during the Covid19 
pandemic, but mostly reflect the state of KM in organisations prior to the pandemic. 

For this reason a supplementary survey was released in 2021 to investigate the impact of the 
pandemic, and associated recession, on the KM programs and functions. This report includes the 
results of this 2021 Covid survey. 

 

The survey philosophy 

The Knoco Global Knowledge Management surveys aimed to gather data from organisations of all 
sizes and sectors, which: 

• Were currently planning to implement Knowledge Management; 

• Were currently implementing Knowledge management; 

• Had already implemented Knowledge Management; 

• Had reviewed Knowledge Management and decided against it, or 

• Had tried to implement Knowledge Management in the past, but gave up. 

The survey imposed no definition on the term "Knowledge Management" - if a respondent claimed to 
be doing KM, they could take the survey.  

The survey process 

The 2020 Survey was released through Twitter, Linked-In, blogs and subscription email. Two parallel 
surveys were released, in English and Spanish. A total of 453 responses were received (386 on the 
English survey, 67 on the Spanish survey), compared with 386 responses in 2014, and 427 responses 
in 2017.  In the 2020 survey we added an introductory question with the purpose of weeding out 
spurious entries, and 109 of the participants did not proceed beyond this point. Not every participant 
completed the entire survey, as shown below in Figure 1. Similar trends were seen in the two previous 
surveys. 



Results from the Knoco Global Surveys of Knowledge Management, 2014 
through 2021, including Covid impact. 

© Knoco ltd 2021. Page 4 All rights reserved 

Please note that Pages 7, 8 and 9, shown in red on Figure 1, are pages for organisations who have 
decided against KM, who have tried by given up, or who are investigating KM but not yet started. 
Pages 16, 18, 20 and 22, shown in orange,  are optional sections dealing with Best Practices, Lessons 
Learned, Communities of Practice, and Retention of knowledge from experts. The rest of the survey 
was answered by between 227 and 292 participants. 

We adopted a quality control process, removing spurious data from false emails and imaginary 
companies (apologies if there really is a bob@builder.com), removing duplicate entries from the same 
individual and/or organisation1, and harmonising some of the demographic and category data. Where 
more than one individual answered on behalf of the same company, we selected the more complete 
response, and/or the response from the leader of the KM initiative. In occasional cases outlying 
numbers were checked with the relevant participant by email.  

The surveys provided options for numerical data such as sizes and budgets as power distributions (e.g. 
1, 3, 10, 30 etc.), and we asked participants to choose the number closest to their own figure. We did 
this so that we could compare results of a similar scale, the scale difference between 10 and 30 being 
similar to that between 10,000 and 30,000. The results of all calculations within this report, where we 
divide one set of results by another (for example to calculate the KM budget per organisational staff 
member), are therefore accurate only to an order of magnitude. Also the report does not quote 
averages for all the variables, as averages in a power distribution are highly influenced by the largest 
numbers. 

 

 

 

1 If individuals submitted responses from different divisions of the same organisation, these responses were 
retained, as often KM is exhibited in different ways in different divisions. 

Figure 1 Number of responses on the various pages of the survey 

mailto:bob@builder.com
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Unless otherwise stated, all plots and tables in this report other than those investigating Covid impact 
refer to the 2020 survey dataset. Where cross-plots or interrelations between multiple variables have 
been created, these are generally created from the datasets from all three surveys, in order to avoid 
the risk of small numbers of respondents for some categories. Together the three surveys had over 
1000 valid replies to the core questions. 

The supplementary 2021 Covid Survey was released in April 2021 through Twitter, Linked-In, blogs 
and direct emails to respondents to the 2020 global survey. A total of 83 responses were received. 
Not all respondents answered every question, as respondents who reported that the KM program had 
been closed down were not required to go on to answer questions investigating changes to the KM 
program.  Please note that no demographic data were recorded from respondents. However 59 
responses were from previous respondents to the 2020 survey. They had therefore already recorded 
a suite of demographics, which allowed some further analysis as shown in Appendix 2. 
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2) Survey demographics 

Participants for the 2014, 2017 and 2020 surveys were sought in the following way: 

• Through the Knoco opt-in mailing list of over 2000 Knowledge Management practitioners; 

• Through the  largest KM groups in Linked-In; 

• Via Twitter; 

• Via groupings such as SIKM and KMSA; 

• Through the personal contact lists of Knoco Affiliates in 12 countries; 

• Through over 500 personalised messages to level 1 contacts in LinkedIn with “Knowledge” job titles. 

The combined dataset may therefore be biased towards English and Spanish speakers, towards users 
of global social media and LinkedIn, and towards people who identify with the term “Knowledge 
Management” rather than other terms such as Enterprise 2.0 or Organisational Learning. 

The regional spread of respondents is shown in Figure 2. 

 

 

Respondents were asked to indicate the size of their organisation, by choosing a number closest to 
the number of organisational staff. Options included 1,3,10,30 etc. The organisations represented in 
the 2020 survey range in size from 10 people or fewer, to approximately 300,000 (Figure 3). Mean size 
is 20000 staff and the mode is 3000 staff. 

Figure 2, regional distribution of responses to the 2020 survey 

http://www.knoco.com/signup-page.htm
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Figure 3 Size distribution of organisations taking part in the 2020 Knoco survey 

49% of the respondent organisations operate within a single country, while 24% operate across the 
globe (30 to 100 countries; Figure 4).  

 

Figure 4. Geographical spread of the organisations represented in the Knoco 2020 KM survey 
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The range of organisational sectors represented in the 2020 survey respondents is shown in Table 1.  

Table 1 Number of respondents per company type/sector. Data from 2020 survey. 

 Organisational sector Number of responses 

Public sector - government admin 42 

Professional, Scientific and Technical Services 32 

Manufacturing 29 

Education and Training 20 

Non-profit - aid and development 19 

Financial and Insurance Services 19 

Legal Services 17 

Construction and Engineering 17 

Electricity, Gas Supply, Water and Waste Services 17 

Public sector - other 13 

Public sector - military and emergency 13 

Oil and Gas 12 

Information Media and Telecommunications 12 

Non-profit-other 9 

Other Services 4 

Public sector - health 4 

Transport, Postal and Warehousing 4 

.MultiIndustry or Unknown 4 

Retail Trade 3 

Mining 3 

Administrative and Support Services 0 

The majority of respondents were either leading the KM initiative in their own organisation (54%) or 
a full time member of the KM team (17%) (Figure 5). 

 

Figure 5 Status of the person answering the surveys. Responses from 2020 survey. 



Results from the Knoco Global Surveys of Knowledge Management, 2014 
through 2021, including Covid impact. 

© Knoco ltd 2021. Page 9 All rights reserved 

3) Differences in demographics between the three surveys 

In order to interpret the differences in responses between the three surveys in 2014, 2017 and 2020, 
particularly if we wish to interpret trends, then we need to understand any changes in the 
demographics of the people answering the surveys.  

All three surveys are largely dominated by representation from Western Europe, USA and Canada. The 
2020 survey has a larger contribution that the other surveys from South Africa and South East Asia, 
but a smaller contribution from Australasia and India/Pakistan (Figure 6). 

 

Figure 6 Comparison of regional representation in the three Knoco surveys, 2014, 2017 and 2020 
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The organisations which replied to the 2020 survey are on average slightly larger than in past surveys 
but are less multinational (Figure 7). The 2020 survey contains several large organisations that 
operate in only one country.  

 

Figure 7 Average organisation size and spread for the three Knoco KM surveys 

Although still in the majority, the proportion of KM leaders replying to the 2020 survey was smaller 
than in previous years, with more respondents having a KM operational role.  

 

Figure 8 Role of the responder - proportions in each of the three Knoco KM surveys 
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Perhaps the most significant change in demographics is in the organisational sectors, where the 2020 
survey has far greater representation from the Public Sector government departments (both Central 
and State government), particularly in the USA and South Africa, and fewer organisations from the 
Professional Services sector (Figure 9). 

 

Figure 9 Sector representation in the three Knoco KM surveys 
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4) KM Maturity levels 

The level of maturity of KM in the organisations was measured in two ways - an estimate of the 
number of years that KM had been a focus, and a verbal description of maturity (Figures 10 and 11). 

 

Figure 10 The number of years respondent companies have been involved with KM (2020 data only) 

 

Figure 11 KM maturity levels (2020 respondents only) 

Compared to previous surveys, the KM maturity levels of the organisations in the 2020 survey are 
similar to those in 2014 and 2017, but there are fewer organisations which have been doing KM for 
16 years or more (Figures 12 and 13). 
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Figure 12 Number of years KM experience of organisations responding to the three Knoco KM surveys 

 

Figure 13 KM maturity categories in the three Knoco KM surveys 
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These two variables (years and maturity) are linked. Table 2 shows the average number of years spent 
working with KM, for each of the three maturity brackets. The 2020 figures are broadly similar to those 
in 2014 and 2017 for the early stages and “well in progress” categories. The “embedded” figure is 
higher for the 2017 survey, which contained significantly more organisations that had been doing KM 
for close to 32 years and therefore had spent longer with embedded KM.  

Table 2  

Maturity stage Average number of years doing KM 

 2014 2017 2020 All surveys 

Early stages 3.4 3.5 3.3 3.4 

Well in progress 8.1 9.0 6.9 8.0 

Embedded in the way we work 11.6 14.3 10.3 12.1 

Maturity stage v years KM experience 

The time to reach the different levels of KM maturity also depends on organisational size. Small 
organisations mature more quickly, as change is easier and implementation can be faster. This is 
reflected in Figure 14 below, which takes data from all three surveys, and which shows a clear 
progression in the average number of years represented by each maturity stage within increasing 
organisational size. 

 

Figure 14 Average number of years per maturity level, by organisational size range. Data from all surveys. 

KM maturity varies by geography and by industry sector.  Table 3 below shows the maturity of 
different organisation types/sectors, measured in average years of KM experience. KM has the longest 
history among the respondents from Oil and Gas, legal firms and aid and development organisations. 
The Years of Experience data from the 2020 survey for these mature KM sectors are larger than in 
previous surveys, as KM has had longer to mature. For other sectors, where there are many “new 
entrants” to KM, the 2020 average years number is similar to that in previous surveys.  
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Table 3  Sector maturity, measured by average years KM experience 

Organisation type Average years KM experience  

 
2020 survey All survey data 

Oil and Gas 9.7 8.4 

Legal Services 9.7 9.5 

Non-profit - aid and development 8.6 7.7 

.MultiIndustry or Unknown 8.3 6.4 

Professional, Scientific and Technical Services 7.8 7.7 

Transport, Postal and Warehousing 6.5 4.9 

Public sector - military and emergency 6.3 7.1 

Electricity, Gas Supply, Water and Waste Services 5.4 6.1 

Manufacturing 5.1 5.6 

Public sector - government admin 5.0 5.6 

Retail Trade 5.0 3.1 

Construction and Engineering 4.9 7.2 

Public sector - other 4.5 5.5 

Other Services 4.4 5.4 

Information Media and Telecommunications 4.3 4.9 

Financial and Insurance Services 3.6 5.0 

Education and Training 3.4 3.6 

Non-profit-other 2.8 4.2 

Mining 2 3.6 

 

Generally the larger organisations have a longer history with KM (Figure 15) and are more mature 
(Figure 16). There are several very small organisations in the dataset with a long KM history and high 
maturity; many of these are consulting firms in the KM sector and not representative of SMEs in 
general.  
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Figure 15 Average years KM experience v organisational size (data from all three surveys) 

 

Figure 16 Link between years of experience and KM maturity (data from all three Knoco surveys) 

Within the population of organisations that replied to the combined surveys, KM is most mature in 
India/Pakistan, the USA, MENA and Western Europe, and least mature in Central Asia/China and 
Central/South America (Figure 17).  
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Figure 17 Distribution of KM maturity with geography among the respondents 

If we assign values to the four maturity levels as follows – 0 for “not started”, .33 for “early stages”, 
.66 for “well in progress” and 1 for “fully embedded” then we can look at regional maturity trends 
through time, across the 3 Knoco surveys (Figure 18). Figure 18 omits regions for which there were 
very few datapoints. 

 

Figure 18 Trend in average maturity for the respondents to the three Knoco KM surveys. 

This plot shows a continuous increase in KM maturity in organisations based in SE Asia, MENA, S Africa 
and South America, but a decrease in average maturity in the respondent organisations in USA/Canada 
and Western Europe. This decrease is probably a reflection that the 2020 cohort from these two latter 
regions includes fewer experienced organisations than in previous surveys (Figure 12).  
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Comments 

Knowledge Management is, in many sectors and regions, a relatively mature discipline, with the oil 
and gas, legal, and aid and development sectors having the longest KM experience among those who 
responded to the 2020 survey (Table 3). 

However Knowledge Management is a long-term exercise. Organisations are, on average, still in the 
Early Stages after 4 years, and KM takes on average more than 8 years before it can be judged to be 
embedded (Table 2).  Smaller organisations can deliver KM more quickly than larger (Figure 14). 

Generally the larger the organisation in the surveyed dataset, the more mature it seems in KM terms 
(Figure 15). Knowledge Management has historically been a large-company exercise, although smaller 
companies are increasingly becoming involved, and some small niche consultancies have KM well 
embedded. It has also historically been most mature in India, USA/Canada and Western Europe, but 
there are very strong indications that other regions are catching up.  

  

We can help you measure and 
benchmark the maturity of your 
own KM program, and develop an 
action plan to close any gaps. 

Contact us at www.knoco.com for 
more details 

http://www.knoco.com/
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5) Reasons for not doing KM 

Six of the 2020 survey responses were from organisations that had decided not to embark on 
Knowledge management (see Figure 11).  These respondents were asked to rank eight possible factors 
behind their decision, from 9 (highest ranking) to 1 (lowest ranking). The average rankings are shown 
below in Figure 19. If all participants voted the same way, these would score 9, 8, 7 through to 1. 

Figure 19. Ranking given to reasons for not starting with KM. Reponses from Knoco 2020 KM survey. 

It is interesting that the most common reason in past surveys – that “Experiences at other companies 
lead us to believe that KM will fail” - is now the lowest ranked reason. The most common reason in 
the 2020 survey is that the organisation is introducing Agile, Lean or some other continuous 
improvement discipline. 
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6) Reasons for giving up KM 

Respondents from the 10 organisations in the 2020 survey cohort which have abandoned Knowledge 
Management were asked to identify the factors behind this decision, choosing as many as were 
relevant. The frequency of choice of these factors is shown in Figure 20 below. Lack of involvement by 
staff was the most commonly quoted factor (in previous surveys, Internal reorganisation was the most 
common factor). 

 

Figure 20 Reasons for abandoning KM. Data from 2020 survey. 

Additional factors were identified by respondents as follows: 

• Lack of sustained Executive Leadership Commitment 

• Mismanagement at director level, blemished the KM initiative 
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7) KM scope and budget 

Participants were asked to specify the scale of their annual KM budget. 47 participants (17%) did not 
know this, and 21 preferred not to quote a figure. The distribution of budgets for the remaining 
participants is shown below in Figure 21 (figures in USD). The mean figure is $370,000 and the median 
is $100,000 (figures were $950,000 and $300,000 in 2014 and $700,000 and $300,000 in 2017). The 
reason behind this reduction in budget in the 2020 cohort of respondents is not clear. 

 

Figure 21 Histogram of annual KM budget (US Dollars). Data from 2020 survey only. 

As you might expect, the budget is larger for large companies, and for organisations where KM is more 
mature. Figure 22 below shows a histogram of annual KM budget for different organisational size 
ranges and for different levels of KM maturity. However the relationship between size and budget is 
non-linear – a tenfold increase in size does not equate to a tenfold increase in budget. There must be 
an economy of scale for larger organisations.  

The organisational sector also influences budget. Legal firms for example spend more on KM than 
organisations of the same size in other sectors (Figure 23).  
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Figure 22 Average annual KM budget in $USD million for various organisational size ranges. Data from all 3 
Knoco KM surveys 

 

Figure 23 Average KM budget for organisations of different sizes and sectors. Data from all 3 Knoco KM 
surveys. NB sample sizes may be small in some cases. 
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The majority of respondents reported that the scope of their KM program covers the entire 
organisation, and that the importance of KM is increasing (Figures 24 and 25). These figures are similar 
to previous surveys. 

 

Figure 24 Scope of the KM programs. Data from 2020 survey 

 

Figure 25 Is the importance of KM increasing, decreasing or static? Data from 2020 survey 
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The scope of the KM program varies with organisational size (Figure 26)  and maturity (Figures 26 and 
27). Larger organisations are less likely to have “whole organisation” KM scope, and fully embedded 
KM tends to be a whole-organisation approach (Figure 27). 

  

Figure 26 Variation of scope responses with organisational size. Data from all 3 surveys. 

Figure 27 Variation of scope responses with organisational KM maturity. Data from all 3 surveys. 
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In a new question to the 2020 survey, we asked respondents if they combine KM with another 
discipline, as a partner within a single operational unit. Results are shown below in Figure 28. 

 

Figure 28 Combination of KM with other disciplines. Data from 2020 survey. 

The “Other” category contained the following examples: 

All of the above; Besides Knowledge and Learning, Innovation and Collaboration is also important in this 
Directorate; Business Process Management & Continuous Improvement; Collaboration, innovation, 
learning; Combine with both collaboration and information management; Communications; Competitive 
Intelligence; content mgmt, business systems mgmt, quality systems mgmt.; Corporate Development; 
Customer Experience Insights; Documentation Management; HR; I partner with other business areas; 
Information management and Learning; It is not a specific assignment; ITSM; KM  and Digital Workspace; 
KM and Integration; KM, Risk Management and Strategy; Knowledge and Customer Experience; 
Knowledge and Information Technology; Knowledge and Public Health Technical Experts; Knowledge is 
considered 1 "domain" out of ~10 within the Data organization of Digital; Knowledge, Technology and 
Innovation; Learning - ICT - Planning - Research; MANAGEMENT SYSTEMS; Online Support since that is 
where the majority of content originates; Organizational Culture of Collaboration and Innovation; 
Organizational Development; PMO; Standalone unit but with close collaboration with information 
management & innovation; Strategic planning; Through the university we actually combine all of these 
topics above; We combine KIM, L&D, K & Innov, Collab, CRM, RM, HCD; We combine km and all of the 
listed; We combine KM and Business Excellence/Quality; we combine KM and competences management; 
We combine KM IM L&D Knowledge systems support, LPM, Legal Services Centre and Innovation; we 
combine KM, learning, innovation and collaboration; We combine Knowledge and Intellectual Capital (IP 
rights);   
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Comments 

Organisational Knowledge Management budgets reflect company size, and million-dollar budgets for 
Knowledge Management are relatively common for larger 
organisations. As KM matures, the scope of the KM 
program expands to cover the whole organisation and the 
KM budget increases. There is a link between KM budget 
and organisational size, KM maturity, and sector. The 
importance of KM seems still to be on the increase, and KM 
seems to be commonly paired with Learning, Information, 
or a myriad of other disciplines. Stand-alone KM seems 
relatively rare. 

 

  

We can help you figure out your 
own KM scope and budget, and 
make a business case to 
management. 

Contact us at www.knoco.com 
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8) KM team 

KM team size varies considerably (Figure 29) with a mode of 4 members, and a mean of 7 (the same 
as in previous surveys). Team size is related both to organisational size and to KM maturity (Figure 20) 

 

Figure 29 Histogram of KM team sizes. Data from 2020 survey. 

 

Figure 30 Variation of KM team size with organisational size and maturity. Data from all 3 surveys. 

KM team sizes generally seem to increase as KM becomes more mature, and larger organisations have 
bigger teams, but not proportionally to their size (an increase in organisational size of a factor of 10 is 
not associated with a similar increase in KM team size). 
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Reporting lines for KM teams vary significantly, as shown in Table 4 below. The “Other” category is 
the second largest, and contains very many company-specific reporting options. 

Table 4 Reporting lines for KM teams 

Reporting line Percentage 
2020 

Percentage 
2017 

Percentage 
2014 

Separate reporting line to senior management 15.9% 21% 18.7% 

Information Technology 12.9% 13% 8.1% 

Human Resources 10.0% 4% 10.9% 

Strategy 9.6% 8% 7.7% 

R&D 6.6% 3% 4.2% 

Operations 6.3% 13% 9.2% 

Learning and development 5.9% 6% 7.4% 

Business improvement 4.8% 4% 3.9% 

Innovation 3.7% 3% 1.8% 

Engineering 2.6% 2% 1.1% 

Sales and Marketing 2.2% 2% 2.5% 

Projects 1.8% 4% 4.2% 

Quality 1.8% 2% 2.1% 

Internal communications 1.1% 2% .7% 

Legal 0.0% 2% .7% 

Other (please specify) 14.8% 16% 15.1% 

 

“Other” options include the following (unedited responses):  

"Data, Analytics, Planning and Monitoring" Section; Administration composed of HR, Procurement, KM, 
Travel; Architecture; Business Analytics & Insights; Chief of Staff; Chief of Staff; Chief Operating Officer; 
Chief Technology Office; Combinations of IT (CIO), Business Improvement, and Operations; COO; Corporate 
Services and Strategy; Customer Experience; Development & Delivery; Digital; Digital technologies (IT, 
digital ventures and automation); Engagement and Insight; Finance; Gerencia Corporativa de Seguridad y 
Salud en el Trabajo; Global Business Services; hay equipos de gestion del conocimiento por sector ... en HR 
hay gente que hace GC para learning, otros para HR services pero no son mas de 2 personas por equipo 
para toda una region; In house University; Innovation Research & Knowledge Executive Directorate; 
Operational Support Services; Organización; organization development; Planificación; Policy and Planning; 
Programming: the department that is in charge of how the organization does its programs, the core work; 
Project management office; Reporting to Information Systems & Knowledge Management; Risk; Safety 
and Mission Assurance; Shared Services Organization; Socios Gerencia; Strategic Planning and Evaluation 
Department; System, Technology & Research; Technical Experts; Technology and Performance; 
transformation division; VP of Economics 
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KM team leaders are overwhelmingly internal appointments (Figure 31).  

 

Figure 31 Responses to the question "was the KM team leader an internal or external appointment" 

Participants were asked which other KM roles exist within the organisation in addition to the KM team. 
The results are in Table 5.  

Table 5 Number of respondents who identified supporting roles. 

Supporting role # of responses 

2020 survey 

KM Technology support 124 

Content Management support 108 

Community of Practice leader 98 

"Owner" for a specific knowledge topic 95 

Knowledge Management Champion 94 

Knowledge Manager for a department or division 82 

Community of Practice facilitator (in addition to leader) 69 

Knowledge Manager for a specific project 60 

No other roles 32 

Other (please specify) 27 

Other support roles identified by respondents include the following: 

1 Knowledge officer and 1 Content Officer; Analyst, researchers, IT KM; CKM; Community managers; 
Community of practice leader; Customer Relationship Managers and Human Centered Design Managers; 
Data Science; Experts Team; Focus point for specific K topics; Informal related roles, similar to the ones 
listed above (e.g. tech support); informal volunteering roles- km business champions; Innovation; key users 
of KM tools and methods; KM Facilitator for each business unit (dotted line to core KM team); KM Points-
of-Contact; KM responsibilities are baked into role expectations for all grades of consultant; KM strategy 
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and programs, KM infrastructure; KM transformation; Knowledge Consultant; Knowledge Transfer 
Facilitator; Knowledge transfer facilitators; LL facilitators; Only one position who drives KM focusing on a 
specific topic; Operational Content Ownership (Individuals owning small batches of content); Repository 
in-charge; Training; we have knowledge management representatives for specific departments drawn 
from the core KM team.  

The frequency of use of other supporting roles depends on organisational size (Figure 32) and maturity 
(Figure 33). KM Champions and divisional Knowledge Managers, in particular, are far more common 
in the larger organisations than in the smaller ones.  

 

Figure 32 The existence of supporting KM roles in organisations of different size ranges. Data from all 3 
Knoco KM surveys. 

 

Figure 33 Existence of other supporting roles, with KM maturity. Data from all 3 surveys. 
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Respondents were asked to identify, from a list of 7 skill sets, which ones were most dominant among 
the members of the KM team, by assigning relative dominance scores from 7 (high) to 1 (low). If all 
respondents voted the same way, the skill scores would be 7,6 5 through to 1/ Average scores are 
shown in Table 6, and are consistent with scores in previous surveys. 

Table 6 KM team skillsets 

Skill area Ranking 

2020 

Ranking  

2017 

Ranking  

2014 

IM and library skills  5.0 5.1 4.6 

Organization/Industry skills and experience 4.6 4.8 4.7 

Facilitation skills 4.6 4.5 4.6 

IT skills  4.5 4.4 4.4 

Change management skills 4.4 4.5 4.6 

Journalism/communication/PR skills 3.5 3.5 3.6 

HR skills 3.4 3.2 2.9 

There is some variation in preferred skill sets depending on whether KM is partnered with another 
discipline, as shown in Table 7 below. Skill sets with a priority greater than 5 are highlighted in yellow 
for each partner discipline. Partners which represent small datasets are marked (small). 

Table 7 How KM skill set priority varies with KM partner 

Combination with KM IT 
skill 

IM and 
library  

skills 

Industry 
skills  

Change 
mgt 
skills 

Facilitation 
skills 

Journalism 
skills 

HR 
skills  

None - KM is stand-alone 4.4 4.7 4.2 4.6 4.8 4.0 3.8 

Information management including 
library and records 

4.6 5.6 4.3 4.3 4.3 3.2 3.3 

Learning  3.9 4.7 4.6 4.2 4.7 3.6 4.3 
Innovation 4.9 4.6 4.8 5.1 4.5 3.4 2.8 

Research 4.3 5.4 4.8 4.3 4.1 3.2 3.4 
Collaboration 4.3 5.1 4.8 4.0 4.5 3.3 3.5 

Data (small) 6.8 5.5 3.0 2.5 5.0 5.5 2.0 
Quality (small) 5.0 3.8 4.8 5.0 3.8 5.3 2.3 

Lesson learning (small) 4.3 3.8 4.0 5.5 5.8 3.3 2.5 

Unsurprisingly, when KM is partnered with IM, IM skills are preferred, and when KM is partnered with 
Data, IT skills are preferred. Where KM is a standalone discipline, the mix of skills seems more even. 
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Comments 

The size of the KM team depends on the size of the organization and KM maturity, and Figure 30 could 
be used to provide a benchmark for KM team size.  The make-up of a KM team seems to vary 
depending on how KM is partnered, but the same 5 skills (IT, IM, change management, facilitation and 
organisational skills) are common throughout, and could be seen as the “core make-up” of a KM team 
(Tables 6 and 7). Other roles outside the KM team will be needed as KM matures, particularly for larger 
organisations (Figures 32 and 33). 

There is no clear common reporting structure for Knowledge 
Management. The most common reporting structure is 
through a separate reporting line to senior management, but 
very many other reporting lines are used (Table 4). It seems 
as if the default approach is to “place KM where it makes 
most sense for the organisation”. 

 

We can help with selecting and 
training your own KM team. 

Contact us at www.knoco.com 
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9) KM focus areas 

239 people answered this section. 

Respondents were first asked why KM had started in the organisation. The most common responses 
were that KM was recognised internally as a weakness, or as an opportunity to gain advantage over 
competitors (Figure 34). 

 

Figure 34 Reasons for starting KM. Data from 2020 survey. 

Respondents were asked to prioritise rank different knowledge types in terms of their importance to 
their KM program, selecting a rank of 1, 2 or 3. Table 8 shows the number of times each type was 
chosen as highest priority. 

Table 8 Overall prioritisation of different types of knowledge. Data from 2020 survey. 

Knowledge type Percent of respondents for whom this knowledge was 
highest priority 

 2020 survey All 3 surveys 
Knowledge of the Products you create or sell  34% 34% 

Knowledge of the Processes you or your 
customers apply 

47% 44% 

Knowledge of, or for, your Customers 19% 22% 
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Table 9 below shows the priorities for different organisational sectors. 

Table 9 Prioritisation by organisational type. Data from all 3 surveys. 

Sectors which prioritise 
Product Knowledge the most 

Sectors which prioritise 
Process Knowledge the most 

Sectors which prioritise 
Customer Knowledge the 
most  

Info and telecoms 
Legal 
Manufacturing  
Professional services 

Government admin 
Construction and Engineering 
Military  
Mining 
Non profit aid and development 
Oil and Gas 
Utilities 

None 

Participants were asked to rank 7 possible business drivers for their KM initiative, from 7 (high) to 1 
(low). The average priority of these drivers is shown in Table 10. If all participants ranked them in the 
same order, then they would score 7, 6, through to 1. There has been a slight increase in priority to 
Knowledge Retention, and a decrease for Company Growth. This may reflect the increased proportion 
of government bodies in the 2020 cohort,  

Table 10 Prioritisation of business drivers for KM 

Business Driver Average priority (high numbers represent high importance) 

 2020 2017 2014 

Operational effectiveness  5.4 5.3 5.1 

Internal efficiency  5.1 5.2 5.0 

Retain knowledge at risk 
of loss  

4.8 4.4 4.1 

Provide a better service 4.6 4.8 4.5 

Improve innovation  3.7 3.8 3.9 

Enable company growth  3.2 3.4 3.8 

Safety/ environment 2.5 2.2 2.4 

Figure 35 shows how frequently each of these business drivers were chosen as the highest priority 
driver by respondents.  Figure 36 shows how these “top priorities” have changed over the 3 surveys. 
The only significant changes have been an increase in the numbers citing retention as top priority in 
the 2020 survey, and a decrease in the numbers citing company growth, and safety and the 
environment, as top priorities. 
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Figure 35. Top business driver priorities. Data from 2020 KM survey. 

 

Figure 36 Changes in business driver priorities over the three surveys 
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Table 11 shows how the top priority business drivers vary across the different sectors.  

Table 11 How prioritisation of business drivers varies with sector. Data from all three surveys. 

Sectors which prioritise 
using KM to deliver a 
better service 

Sectors which prioritise 
using KM to drive 
efficiency 

Sectors which prioritise 
using KM to drive 
effectiveness 

Sectors which 
prioritize using KM 
retain knowledge 

Legal 
Info, media and 
telecoms 
 

Manufacturing 
Financial 
 

Military and Emergency 
Oil and Gas 
Government 
administration 
Aid and development 
Construction 

Utilities 
Mining 
Transport 

Participants were asked to rank 13 possible strategic approaches to KM, from their first priority to 
through to their last (13 points to 1 point respectively). These are listed in Table 12 in order of overall 
average priority rank in the 2020 dataset. If all respondents voted the same, the scores would be 13, 
12, 11 through 1. 

Table 12 Overall prioritisation of strategic approaches to KM 

Strategic approach 2020 ave rank 2017 2014 

Creation and provision of Best Practices 9.6 9.4 9.4 

Improved access to documents (including search and portals) 9.5 10.1 9.6 

Connecting people through communities or networks 9.3 9.2 9.9 

Knowledge Retention 9.1 9.0 9.1 

Learning from Experience 9.0 8.9 9.9 

Improved management of documents 6.1 6.2 6.3 

Accessing External Knowledge and Intelligence 7.7 7.2 7.0 

Providing knowledge to customer-facing staff (support or sales) 7.1 7.8 N/A  

Knowledge-based engineering 6.4 6.3 6.9 

Innovation 7.1 7.4 7.8 

Training and development 7.1 7.4 8.0 

Big Data 5.2 4.9 5.0 

Artificial Intelligence 4.6 N/A N/A 
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Figure 37 shows how frequently each of these strategies was chosen as “highest priority strategy” by 
the respondents . 

 

Figure 37 How often each of the strategic areas was identified as "first priority". 2020 data.

 

Figure 38. Comparison of top priority strategy over the three surveys. 
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In Figure 38, the options to select Provision of Knowledge to customer facing staff, and Artificial 
Intelligence, were only introduced in 2017 and 2020 respectively. The most notable feature of Figure 
38 is the decreasing priority of connecting people through communities and networks. 

The prioritisation of particular KM approaches seems to vary by industry sector. Although each sector 
chooses a range of approaches, table 13 shows the highest priority approach for each sector within 
the 6 most common strategies. 

Table 13 Preferred strategies for organisational sectors 

Access to 
documents 

Connecting 
people 

Knowledge 
retention 

Best practice Learning from 
experience 

Legal 

Manufacturing 

Oil and Gas 

 

Government 

admin 

 

Professional 

services 

Oil and Gas 

Construction and 

Engineering 

There is also a link between the preferred strategy, and the business driver, as shown in Figure 39 
(some of the lower ranked strategies are omitted from this graph).  

 

Figure 39. The ranking of KM strategies based on business driver. Data from all 3 surveys. 

Some of the links on Figure 39 are obvious – if Innovation is the business driver, then an innovation 
strategy is ranked the highest – similarly with retention of knowledge as a driver, a retention strategy 
is highest. The highest ranked strategies for delivering internal efficiency are improved access to 
documents, creation of best practice and connecting people, while a growth strategy is associated 
with connecting people and providing knowledge to customer-facing staff. 

 

  



Results from the Knoco Global Surveys of Knowledge Management, 2014 
through 2021, including Covid impact. 

© Knoco ltd 2021. Page 39 All rights reserved 

Comments 

The results in this section provide valuable information about the content of effective knowledge 
management strategies, and also about how the purpose and focus of knowledge management varies 
from sector to sector and from year to year.  

Seven of the KM strategic options represent 80% of the highest-priority votes (Figure 25), and 5 of 
these share similar high levels of overall priority (Table 12). These are;  

• Improved Access to Documents,  

• Knowledge Retention,  

• Learning from Experience.  

• Connecting People,  

• Providing knowledge to customer facing staff, 

• Accessing External knowledge, and 

• Creation of Best Practice. 

These could be considered to represent the core 
components of a Knowledge Management strategy, 
even though those components may be weighted and 
prioritised differently in different organisational sectors, 
and depending on the business driver behind the KM 
initiative. 

6 of these strategic options address both Tacit and 
Explicit knowledge, while the first  (Improved Access to 
Documents) addresses only explicit knowledge only. 4 of 
the tacit options are discussed separately in this report: Best Practice in Chapter 16, Lessons Learned 
(Learning from Experience) in Chapter 17, Communities of Practice (Connecting people) in Chapter 18, 
and Knowledge Retention in Chapter 19.  

 

  

We can help you build a business-
led KM Strategy focused on your 
organisational knowledge 
priorities. 

Contact us at www.knoco.com for 
more details 

http://www.knoco.com/
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10) KM Benefits  

239 people answered this section.  Respondents were asked to evaluate the strategic focus areas from 
Table 13, where relevant, in terms of the value these focus areas had delivered to date, with value 
measured as Large, Medium, Slight or None (other options were “Too soon to tell” and “we do not 
use this approach”). Results are shown in Table 14, with highest weighted value at the top.  

Table 14 Qualitative assessment of value added through the strategic focus areas 

Strategic focus area Votes for value level Weighte
d value 

L M S Non
e 

 

Improved access to documents (including search and 
portals) 99 78 41 5 0.74 

Learning from Experience 84 78 46 4 0.71 

Creation and provision of Best Practices 68 107 39 5 0.70 

Knowledge Retention 76 82 50 5 0.69 

Connecting people through communities or networks 72 82 53 4 0.68 

Improved management of documents 78 70 62 6 0.67 

Training and Development 54 90 50 5 0.66 

Providing knowledge to customer-facing staff (support or 
sales) 47 60 48 16 0.60 

Innovation 36 65 60 15 0.56 

Knowledge-based engineering 27 38 39 14 0.55 

Artificial Intelligence 10 12 27 12 0.44 

Big Data 10 23 32 18 0.43 

Respondents were also asked to identify business metrics where KM has added value to date. Results 
are shown in Figure 40 below. 
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Figure 40 Business metrics impacted by KM to date. Data from 2020 survey.  

The percentage of organisations identifying these benefits is greatest for organisations where KM is 
fully embedded, as shown in Figure 41. Some benefits are identified early, such as a reduction in the 
time to find information. Others, such as reduction in project cost, are significantly more likely to be 
reported by organisations where KM is well in progress, or embedded. 

 

Figure 41 Achieved benefits from KM by maturity level. Data from all 3 surveys. 

Respondents were invited to identify how much value KM has added to their organisation to date, in 
US dollars (Figure 42).  

 

Figure 42 Histogram of the total value generated to date by KM for the companies surveyed in 2020. 
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A total of 52 respondents quoted a number for value delivered.  A histogram of value figures is shown 
in Figure 42. The mean value is $64.9 million (£93 million in 2014, £22 million in 2017) and the Median 
value is unchanged at $100,000. Quoted value was greatest for organisations from the USA, Western 
Europe and Australasia, and least for organisations from Central and Southern Africa, South East Asia 
and Central Asia/China.  

The total value generated through Knowledge Management obviously depends on the size of the 
organisation (organisations with big turnover have the potential to deliver greater value), and the 
length of time they have been doing KM. The link between size and time is shown in Tables 15 and 16.  
These data show a clear link between value and size, but note than in some cases the number of data 
points is low.  Table 16 shows that the rate of value delivery per year is highest the longer the 
organisations have been doing KM. 

Table 15  Average value delivered through KM ($US million) versus organisational size. Data from all surveys 

Company size Average value delivered through KM 

Hundreds of staff $0.8 million 

Thousands of staff $25 million 

Tens of thousands of staff $136 million 

More than a hundred thousand staff $212 million 

Table 16  Average value delivered through KM ($US million) versus number of years doing KM. Data from all 
surveys. The value figure associated with 2 years KM experience is skewed by a very high value reported 
from a single construction company. If this is removed, the average value delivered by the 2-year stage is 
$0.4 million 

Number of years doing KM Average value Value per year 
1 $0.2million $0.2million 

2 $39 million (or $0.4 million) $20 million (or $0.2 million) 

4 $6.6 million $1.8 million 

8 $55 million $6.9 million 

16 $154 million $9.6 million 

The three surveys together allow us to look at the average value delivered for various industry sectors. 
Table 17 shows the average quoted value for those sectors where more than ten people quoted a 
value figure.  

Table 17. Average value delivered from KM for various industry sectors. Data from all 3 Knoco surveys. 

Sector Average value 

Oil and Gas $307 million 

Construction and Engineering $202 million 

Professional, Scientific and Technical $93 million 

Financial and Insurance Services $84 million 

Manufacturing $14 million 

Legal services $13 million 

Public sector - government admin $8.6 million 

 
Where respondents were unable to quantify a value figure from KM, they were asked to give a 
subjective ranking from 0 to 5, where 5 was “a huge amount” and 0 was “no value to date). Few 
respondents gave either a 5 or a zero, and the distribution of responses varied with KM maturity, as 
shown in Figure 43 below. The overall average satisfaction was 2.9 overall, and was 2.4, 3.0 and 3.6 
for organisations in the early stages, well in progress, or with KM fully embedded. 
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Figure 43 Subjective ranking of KM value vs KM maturity level. Data from 2020 survey. 

The subjective ranking of value is closely linked to the number of years’ involvement with KM, with 
organisations with a long history with KM having a higher value ranking (Table 18). There is no 
significant link between this ranking and organisational size (Table 19). 

Table 18  Average subjective ranking value delivered through KM versus number of years doing KM 

Number of years doing KM Average ranking of 
value delivered through KM 

(all surveys) 
0.5 1.88 

1 1.95 

2 2.57 

4 2.69 

8 2.98 

16 3.43 

 

Table 19  Average value delivered through KM ($US million) versus organisational size. Data from all surveys 

Company size Average ranking of 
value delivered through KM 

(all surveys) 
Hundreds of staff 2.73 

Thousands of staff 2.74 

Tens of thousands of staff 2.60 

More than a hundred thousand staff 3.05 

In addition to tangible benefits, participants were asked to nominate areas where KM had delivered 
intangible benefits. Results are shown in Figure 44, and are entirely consistent with previous surveys. 
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Figure 44 Areas of intangible benefit from KM 

Also, participants were asked to choose one of four statements that best matched how well KM 
activity was integrated into activity. The number of responses for each statement is shown in Figure 
45 (data from the 2020 survey) while Table 20 shows the average value delivered by the organisations 
that agree with that statement and who quoted a value figure (data from all surveys). The percentage 
of organisations with fully-embedded KM is 33%, up from 28% in 2017. 

 

Figure 45 Level of integration of KM (data from 2020 survey) 
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Table 20  Level of integration of KM 

Integration of KM into normal activity Average value delivered ($US – all 
surveys) 

KM is fully integrated and is a routine part of normal activity or 
operations 

$100 million 

KM is a non-routine part of normal activity, done as an exception 
or when requested 

$53 million 

KM is not part of normal activity but is performed by a separate 
group 

$44 million 

KM is performed as a one-off intervention after which business 
returns to normal 

$7.2 million 

 

This level of integration is clearly linked to KM maturity and to the number of years’ experience with 
KM, as shown in figures 46 and 47 (data from all 3 surveys). 

 

Figure 46 How the degree of KM embedding changes with maturity (data from all surveys) 
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Figure 47  How the degree of KM embedding changes with the number of years doing KM (data from all 
surveys) 

Participants were asked to identify in what way KM was embedded within the organisation’s systems. 
Results are shown in Figure 48, while Figure 49 shows how these embedding mechanisms change with 
KM maturity. 

 

Figure 48 Means of KM embedding. Data from 2020 survey 



Results from the Knoco Global Surveys of Knowledge Management, 2014 
through 2021, including Covid impact. 

© Knoco ltd 2021. Page 47 All rights reserved 

 

Figure 49 How the means of embedding KM change with maturity. Data from all 3 surveys. 

Comments 

Each of the seven core focus areas for KM strategy identified in Chapter 10 were confirmed as highly 
valuable to the participants, reinforcing their identification as the core components of KM (Table 14). 

Although only a small percentage of respondents put a dollar figure on KM value, those figures make 
sense, being greatest for large companies, companies with a long history in KM, and those with KM 
fully integrated in normal activity (Tables 18, 19 and 20).  For organisations such as these, the value 
delivered through KM runs into tens or hundreds of millions of dollars.   

In addition Knowledge Management brings intangible benefits for staff and for managers (Figure 44). 

Although only a third of respondent organisations had fully integrated KM into their business (Table 
17), these are the organisations that have delivered the most value. Integration of KM commonly 
includes roles, technologies and processes, and technology integration tends to come before process 
and behavioural integration.  Very few respondents have 
integrated KM into their rewards system (Figures 48 and 
49). 

 

  

We can help you build a business-
case for KM, and how to deliver 
against the business case through 
embedding KM 

Contact us at www.knoco.com for 
more details 

http://www.knoco.com/
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11) KM Technologies 

232 participants answered this section.   

Participants were asked to identify the KM functions for which they currently apply a Knowledge 
management tool. Results are shown below in Figure 50. No technology moved more than 1 or 2 
places on the relative list compared to previous surveys, other than blogging, which fell by 4 points 
compared to the 2017 survey. 

 

Figure 50 Functions for which KM technology is applied 

The survey participants were then asked to rate a number of KM technology types in terms of the 
value delivered to the KM program to date. Figure 51 shows these technologies in order of weighted 
value from left to right, as a stacked bar chart with the weighted value shown as a blue line (this line 
would be at 100% if all the participants that used this technology claimed it had "high value" and at 0 
they all claimed it had no value). The top of the dark grey area represents the usage percentage for 
these technologies (the light grey area above represents people who do not use this technology). The 
top of the green area represents the percentage of people who said this technology had added "large 
value". Generally the most commonly used technologies are the ones that deliver the highest value, 
and these are document collaboration, best practice repositories, ECM, e-learning, lessons 
management software and enterprise search.  
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Figure 51  Value and usage of KM technologies. 

Figure 52 below shows the trend of technology use over time, as the percentage usage of these types 
of technologies reported in the three surveys in 2014, 2017 and 2020. The usage patterns are similar 
across all surveys, with perhaps the 2014 survey reporting more use of Portals, People search, Blogs 
and Q&A forums (all of these are technologies that support Communities of Practice, which Figure 38 
shows is less of a focus for the 2020 respondents). Please note there was no option for “Artificial 
Intelligence” in the 2014 survey.  

 

Figure 52. Comparison of technology usage figures between the three surveys. 
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Figure 53 below shows the trend of value over time, as a weighted value figure for these types of 
technologies reported in the three surveys in 2014, 2017 and 2020. The value is similar, and many of 
the technologies show an upward trend in value, particularly Lesson Management, data mining and 
semantic search. Please note there was no option for “Artificial Intelligence” in the 2014 survey. 

 

Participants were asked to identify the brands of software tools they use. Results are shown in Table 
21 below. SharePoint is far and away the most commonly used technology, and the use of SharePoint 
“out of the box” is increasing. The technologies showing the greatest increase in use in the 2020 survey 
are the other tools in the Microsoft suite, such as O365 and MS teams. The increase in the “Other” 
percentage suggests a proliferation of tools rather than consolidation.  

Table 21 Technology brands 

Technology brand Number of users 2020  % 2020 %2017 %2014 

SharePoint customised 98 47% 48% 50% 

SharePoint "out of the box" 96 46% 35% 39% 

In-house tools 73 35% 28% 28% 

Yammer 44 21% 21% 16% 

SAP 27 13% 10% 11% 

Confluence 24 12% 11% 5% 

MS suite 24 12% 1% 1% 

SalesForce 19 9% 7% 8% 

Drupal 16 8% 5% 5% 

Jive 13 6% 7% 5% 

MediaWiki 11 5% 4% 7% 

Lotus 9 4% 3% 9% 

Alfresco 8 4% 1% 4% 

ServiceNow 7 3% 1% 0% 

OpenText/LiveLink 6 3% 5% 7% 
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IBM Social Content Management 5 2% 1% 4% 

Documentum 3 1% 1% 0% 

Oracle 2 1% 2% 1% 

Other (please specify) 62 30% 28% 20% 

 

“Other” options include the following: 

Appian, Documentum: Atlassian Jira, Liferay, MS Dynamics 365 (CRM): BBS :Blogtronix:  Bloomfire: Catálogos 
bibliográficos: CISCO: Customised Wiki from early 2000...: customized application: DRIVE: edoc2: ELGG: Exo 
platform and dspace for knowledge resources: Exo,dspace: FileSite: G Suite: IHS Markit Goldfire: iManage: 
iManage: iManage, First: IMAS: Imperia; OfficeNet 2: Interact, InMagic Presto, Google Groups: IQxCloud: Ivanti 
ITSM toolset: Jalios, Lync (for instant messaging): KA Synthesis: Knowledge Mill: Learning management system: 
Liferay: MangoApps, Bandcamp: Miro, GitLab: Mobile Learning: Moodle: Nintex - Promapp: no professional 
software: No software platform: No usamos: None of the above: None of the above: Not to be disclosed: Odoo 
& Google Site: OnBase, ProjectWise: OneNote: propia: Red social empresarial Alma: Redmine: Redmine y 
Redmine Wiki, WhatsApp, Mail: RightAnswers, BMC ITSM/SmartIT: Shared Drives: Shibumi, Proactive Office: 
Siemens Teamcenter, Vimeo: SINEQUA: Sinequa, Teams: Skype, Defense Collaboration Service: Tableau: 
TeamConnect: Telligent: Trello, google, chat: Verint: We are int he process of installing out of the box share 
point.: web, social media: Workplace: Zoho:  

These technologies are mostly accessed through laptop and desktop devices, with smart-phones also 
showing significant use (Figure 53). 

 

Figure 53 How respondents access their technology 

Figure 54 is a histogram of responses to a question about which Enterprise Content Management 
elements the respondent organisations have introduced as part of Knowledge Management. The 
results are entirely consistent with the 2017 survey results.  
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Figure 54 Frequency of application of ECM elements 

Improved access to documents is the second-most common strategic approach to KM (Table 12) A 
final question in this section therefore looked at how explicit or documented knowledge is managed. 
Figure 55 shows how respondents manage documented knowledge. It is clear that the higher levels 
of document management such as curation and synthesis are still uncommon. Indeed a comparison 
with the results of the 2017 survey (Figure 56) shows that curation and synthesis are even less 
common in the organisations represented in the 2020 survey. 

 

Figure 55 Approaches to the management of documented knowledge 
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The “other” category includes the following: 

Desperdigado, pero almacenado en parte, y etiquetado, alguna cosa; In addition to doc collection, 
synthesizing takes place but only in certain key practice areas (not all); really we have a combination of 
these approaches as we push towards the synthesized option. Mostly we're at 3 (document stores + 
tagging) with some parts of the organization up to #4 (curated) and some at #2 (no tagging); SEARCH 
ENGINE; Varies from one practice to another. 

 

Figure 56 A comparison of document management approaches between the 2017 and 2020 surveys. 

There is a close relationship between document management approach and KM maturity, with the 
more advanced approaches of curation and synthesis being far more common when KM is embedded 
(Figure 57). 
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Figure 57 Document management approaches v KM maturity. Data from 2017 and 2020 surveys. 

Comments 

The primary KM uses for technology are traditional ones - searching, collaborating, publishing and 
managing content (Figure 49) – and this has not changed from previous surveys.  

The technology landscape is dominated by SharePoint, with an increase in use of SharePoint “out of 
the box”. There is no real “second runner” to SharePoint in the technology race, although SharePoint 
seems to be losing ground to a proliferation of KM solutions. The “non-SharePoint” space is filled by a 
large number of technologies, each used by only a few respondents, and by tools developed by the 
organisations themselves (Table 21). In the majority of organisations, these tools are accessed through 
desktop and laptop tools and also often through mobile devices (Figure 53). 

Management of documented data, when this occurs at all, 
is primarily through collection (with or without tagging) in 
the early stages of KM implementation, with curation and 
synthesis more common when KM is fully embedded 
(Figures 55, 56 and 57). 

  

We can help you develop a KM 
Framework, including a suite of KM 
technologies tailored to your 
needs. 
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12) KM Processes 

223 participants answered this section. 

Participants were asked to identify the KM functions where they currently apply a defined Knowledge 
management process. The numbers who voted for each function are shown below in Figure 58.  The 
relative positions of the different functions on this list did not change significantly between the 2014 
and 2017 surveys, although “capturing knowledge from individuals” has taken top place from 
“capturing knowledge and lessons from teams and projects” in previous surveys. 

 

Figure 58 Functions for which KM processes are applied 

They were then asked to rate a number of KM processes in terms of the value delivered to the KM 
program to date. Results are in Figure 59 in order of value from left to right, as a stacked bar chart of 
responses, with the weighted value of the process overlain as a line (this line would be at 100% if all 
the participants that used this process claimed it had "high value" and at 0% if they all claimed it had 
no value). The height of the dark grey area represents usage, as the light grey area above is the "Not 
Used" response 

As with the Technology results, there is a strong correlation between usage and value. Processes on 
the left of the diagram are mainstream processes, used frequently, and delivering high value. 
Processes on the right are less mainstream, and also deliver less value to the companies that use them.  
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Figure 59 Value delivered to date by KM process types 

 

Figure 60. Usage of KM processes compared across the 3 surveys. 

Figure 60 compares usage of the processes across the 3 survey, to show usage trends over times. 
Usage has not changed much between 2014 and 2020 (usage of all processes was lower in the 2017 
cohort), although the use of retention interviews is significantly higher in 2020. 
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Figure 61 shows trends in the weighted value of the processes across the 3 surveys. The average value 
for the mainstream processes on the left of the plot has not changed significantly. On the right, the 
2020 cohort have assigned more value to many of the options including retention interviews, open 
space and positive deviance.  

 

Figure 61. Weighted value assigned to KM processes compared across the 3 KM surveys. 

Facilitation for these processes is provided from a variety of sources as shown in Figure 62. 

 

Figure 62 Primary source of facilitators for KM processes. 2020 data only. 
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The “Other” category for facilitation contained the following answers: 

Can be anyone who understands techniques or has support of facilitator/KM expert. Coaching and 
mentoring happens across the business: Core KM team members + the KM facilitators in each BU: 
Depende, normalmente los coordinadores del proyecto però tambén los dinamizadores de concoimiento: 
Depends on individual practice areas as not all have dedicated KM support.: facvilitadores internos: KM 
people, people with facilitation training and consultants: KM professionals and relevant subject matter 
experts: KM team members and KM champions (part-time role): KM team members but also SME's 
through communities: Miembros de equipos: Mix of km, sme, l&d: project managers: Socio Gerente.  

Comments 

The most common KM uses for process are still the traditional ones of knowledge capture and 
knowledge transfer (Figure  58). 

As a result, the traditional tools are perceived to be most valuable, and the Knowledge Roundtable 
meetings, After Action Reviews, Lessons Capture, Peer Assist and Coaching and Mentoring remain the 
core process set for Knowledge Management. There are three common classes of facilitator for these 
processes – the KM team, people with KM roles, and the subject matter experts.  

There has been little significant change in usage and value of KM processes across the three surveys, 
with a few minor exceptions described in the text. 
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Framework, including a suite of KM 
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13) KM implementation and governance 

213 participants answered this section. Participants were asked to identify which of many standard 
KM Governance elements they had in place. Results are shown in Figure 63. 

 

Figure 63 KM governance elements. Data from 2020 survey. 

These governance elements are progressively applied as KM matures, as shown in Figure 64. The most 
common governance element in all stages is the KM Strategy, while the latest to be adopted (greatest 
difference between the red and green bars in Figure 64) is the KM policy. 

 

Figure 64 How the application of KM Governance elements vary with maturity. Data from all 3 surveys. 
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Respondents were asked to prioritise the 8 main barriers to KM which they had faced to date, ranking 
them from 1 to 8. The results are shown below in Table 22, with high numbers equating to high ranking 
and the strongest barrier). If all respondents voted the same, then the resulting numbers would be 8, 
7, 6 down to 1. Lack of prioritisation and support from management was the primary barrier in the 
2020 survey, as in the previous surveys. 

Table 22  Ranking of the main barriers to KM 

Barrier Rank 
2020 

Rank 
2017 

Rank 
2014 

Lack of prioritisation and support from leadership 6.1 6.0 5.9 

Cultural issues 5.9 5.8 5.8 

Lack of KM incentives 4.9 5.0 4.7 

Lack of KM roles and accountabilities 4.9 4.8 4.8 

Lack of a defined KM approach 4.7 4.7 4.5 

Incentives for the wrong behaviours (inability to time-write KM, rewards 
for internal competition etc) 

4.5 4.3 4.3 

Lack of support from departments such as IT, HR etc 4.4 4.3 4.2 

Insufficient technology 3.9 4.2 3.8 

The perception of the importance of these barriers changes with KM maturity, as shown in Figure 65. 
Barriers such as a lack of defined KM approach become less important, and barriers such as a lack of 
incentives for KM (and incentives for the wrong behaviours) become more important. 

 

Figure 65 How the perceived barriers to KM change with KM maturity. Data from all 3 surveys. 

Participants were then asked to prioritise the main enablers for KM which they had benefited from to 
date, ranking them from 1 to 9. The resulting average ranking is shown in Table 23. It is interesting 
that Culture was the top barrier, but the 8th ranking enabler. 
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Table 23 Ranking of the main enablers for KM 

Enabler Rank 2020 Rank 2017 Rank 2014 

Support from senior management 6.7 6.8 6.3 

Support from KM team/champions 6.0 5.9 5.7 

Evidence of value from KM 5.9 6.3 5.9 

Effective KM processes 5.7 5.8 5.7 

Clear KM accountabilities and roles 5.5 5.3 4.7 

Personal benefit for staff from KM 5.4 5.7 5.6 

Easy to use technology 5.4 5.4 5.2 

A supportive company culture 4.8 5.0 4.9 

Incentive systems for KM 3.8 3.1 3.2 

The perception of the importance of these enablers changes with KM maturity, as shown in Figure 66. 
Enablers such as easy to use technology and personal benefit from KM become less important, and 
enablers such as effective KM processes and a supporting company culture become more important. 

 

Figure 66 How the perceived enablers for KM change with KM maturity. Data from all 3 surveys. 
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Participants also identified their main approach to Knowledge Management implementation, 
choosing from the options shown in Table 24. As a measure of the effectiveness of these approaches 
in delivering long term value, we took an average of the reported value delivered by KM for each 
organisation where KM was fully embedded, using data from all 3 surveys. 

Table 24 Frequency of KM implementation methods 

Implementation method percentage of responses Average value when 
embedded 

 2020 2017 2014 All surveys 

A KM pilot phase followed by a roll-out phase  27% 23% 24% $260 million 

Introduce processes (eg CoPs, lesson learning) 23% 20% 23% $350 million 

As a change management approach 11% 13% 11% $170 million 

Introduce technology and hope for viral growth 9% 4% 7% $0.5 million 

Top down directive to the entire company 9% 10% 7% $16 million 

Introduce and promote technology 8% 8% 14% $13 million 

KM by stealth/Guerrilla KM 7% 10% 9% $32 million 

Not decided yet 6% 11% 6%  

To test the hypothesis that the first three implementation methods were more suitable for large 
organisations, which also are associated with large value, we looked at the relationship between 
organisation size and implementation approach (Figure 67). There is a slight increase in change 
management, process introduction and piloting in the larger organisations, and a corresponding 
decrease in KM by stealth and viral adoption, but this is relatively minor.  

 

Figure 67 KM implementation approach for organisations of various sizes. Data from all 3 surveys. 
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Participants were asked to rate a number of possible KM metrics in terms of their usefulness to the 
KM program. Figure 68 shows these metrics in order of value from left to right, as a stacked bar chart, 
with the weighted value shown as a blue line (this line would be at 100% if all the participants that 
used this metric was “vital" and at 0 they all claimed it was of no value). The top of the dark grey area 
represents the usage percentage for these metrics, as the light grey area above represents people 
who do not use this metric. The top of the green area represents the percentage of people who said 
this metric had been “vital”". The figure is in line with past surveys, and shows that the most commonly 
applied metric is user/member numbers, while the most vital metrics were judged to be KM value-
add and knowledge re-use. 

 

Figure 68 Value ratings for selected KM metrics. Data from 2020 survey. 

The value of each of these metrics increases with KM maturity (Figure 69); some more so than others. 
Read rates and user ratings are relatively more important in the earliest stages, and KM value-add 
becomes even more important in the later stages, but these variations are minor. 
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Figure 69 How the perceived value of metrics changes with KM maturity. 

Similarly they were asked to similarly rate the power of a number of KM Incentives (Figure70). Clear 
management directive was judged to be the most powerful incentive, followed by a centrally 
organised recognition scheme.  Monetary awards were judged the least effective incentive. 

 

Figure 70 Value ratings for selected KM incentives 
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The perceived power of the incentives changes slightly with KM maturity. Gamification and monetary 
incentives are seen as slightly more powerful in the early stages than they are later, while many of the 
other incentives are seen as slightly more powerful when KM is well in progress or embedded (Figure 
71). 

 

Figure 71 How the perceived power of incentives changes as KM matures. Data from all 3 surveys. 

The 2020 survey asked about external support for KM implementation. The number of responses are 
shown below, with conference attendance being the most commonly used external support 
mechanism. 

 

Figure 72 Usage of different means of external support 
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Finally in this section, participants were asked how they planned to use the ISO KM standard. 

 

Figure 73. Planned usage of ISO 30401:2018. Data from 2020 survey. 

The various options on Figure 72 are escalating levels of involvement with ISO 30401:2018; the ISO 
management system standard for Knowledge Management, and the pie chart represents the 
percentage of respondents choosing each as the highest level of planned usage. 20% of the 
respondents were unaware of the standard, and 14% do not know how they will engage with it. The 
remaining 51% will make use of the standard in some way, even if they have not quite yet decided 
how. Only a very small percentage(2%) are seeking, or have achieved, certification. “Other” options 
include the following: 

Balancing ISO against operational readiness needs.  Champion is working to make the value connection: I 
am aware of it but not using it in (Organisation) as far as I know: I'm in the translation workgroup (into 
Russian): organisation is not interested in using it: Probably will do it but not yet: Still early days to think 
of an ISO certification: Unfortunately seen as “a nice to have” and not top priority: We have a copy of it 
and would like to implement it withing our firm, as a way of embedding KM but we are aware, from KM 
forums (in legal sector), that it only has one moderator at the moment and is struggling to be implemented 
in organisations, so we have no examples of where it has been successfully been implemented to 
demonstrate to our senior management - i would like to learn more about how this could be done.: While 
I am aware of ISO 30401, business is not. As KM is not openly identified as a business priority and under 
resources the will to bring ISO 30401 to the table is not there.:  
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Comments 

The biggest barrier, biggest enabler and biggest incentive for KM are all the same – clear senior 
management support and directive (Tables 22 and 23 and Figure 70). That makes it perhaps surprising 
that relatively few companies have created a business case for KM (Figure 63) in order to gain that 
support, or KM success stories and measures to maintain that support, especially as the most valuable 
metric and one of the most valuable enablers was identified as being evidence of value delivered 
through KM (Figure 68 and Table 23).   

Several approaches are used when implementing KM, with piloting, process implementation and 
change management being both the most popular, and delivering the greatest long term value (Table 
24).  

ISO 30401:2018; the ISO management system standard for 
Knowledge Management, has not had much time to impact 
KM worldwide. Just over half of the respondents who are 
aware of the standard and have made a decision, intend to 
engage with it in some way, but few have as yet acted on 
this.  

  

We can help you plan and deliver 
your KM Implementation plan, 
including developing a KM 
Governance system and preparing 
for ISO 30401. 

Contact us at www.knoco.com for 
more details 

http://www.knoco.com/
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14) KM and culture  

Cultural issues were earlier identified as the most important barrier for Knowledge Management 
(Table 21). These issues were explored in a further question, where participants were asked to identify 
the individual cultural issues that formed that barrier. The results are shown in Figure 74.  The most 
common cultural barrier to KM is short-termism, followed by a lack of openness to sharing.  For each 
industry sector, one of these two is the main cultural barrier, and these were the two top cultural 
barriers in previous surveys as well.  

 

Figure 74. The cultural issues that have most often proven a barrier. 

Respondents could choose multiple cultural barriers, and to an extent, the number of barriers chosen 
is a measure of how supportive or unsupportive the overall culture is. The number of cultural barriers 
identified by the respondents is fewest for those companies where Knowledge Management is fully 
embedded, as shown in Figure 75 overleaf. This observation may be interpreted in three ways; either 
KM is easy to embed where the culture is most supportive, or embedding KM cannot be done without 
culture change, or embedded KM acts to change the culture. 
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Figure 75. The average number of cultural barriers quoted by respondents from organisations of different 
KM maturity. Data from all 3 surveys. 

The culture issue is further explored in Figure 76, in which the blue bars show the average number of 
cultural barriers identified by the 2020 respondents from different regions (Eastern Europe and 
India/Pakistan have been omitted as there were too few data points to be reliable). The average 
number from all datasets is shown as a grey bar for comparison. 

 

Figure 76. The average number of cultural barriers quoted from different regions. 
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Comments 

Cultural factors were the second most quoted barrier to 
KM, and within the list culture factors, short-termism and 
a lack of openness are at the top (Figure 74). These factors 
are common across many world regions and need to be 
addressed by most Knowledge Managers.  However the 
good news is that culture may well change as KM becomes 
embedded.  

  

We can help you map, understand 
and change your organisational 
culture to be more supportive of 
KM. 

Contact us at www.knoco.com for 
more details 

http://www.knoco.com/
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15) Best Practices (optional section) 

Creation and provision of Best Practice is the KM Strategic Approach with the highest average rank 
(Table 12). Participants were asked whether Best Practices formed part of their KM approach. Answers 
are below in Figure 77. Excluding the “don’t knows”, 67% of respondents include Best Practice as part 
of their KM program; up from 60% in 2017 and 63% in 2014. 

 

Figure 77 Number of respondents who address Best Practice as part of KM 

97 people continued to answer supplementary questions about their Best Practice program. 

Participants were asked to score the effectiveness of the Best Practice approach in adding value and 
delivering performance improvement to the organisation. Scoring was between 0 and 5, where 5 is 
high. The average effectiveness score for the respondents’ Best Practice systems is moderate to high, 
with an average score of 3.1. The equivalent figure was 3.03 in 2017 and 3.0 in 2014, suggesting that 
there has been little change in the effectiveness of Best Practice programs over the past 6 years. A 
histogram of effectiveness scores is shown in Figure 78. 
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Figure 78 Effectiveness scores for Best Practice systems. Data from 2020 survey. 

Participants were asked to characterise their approach to Best Practice against a series of options. The 
number choosing that option, and the average effectiveness score (see above) for companies that 
chose that option, are shown in Table 25.  Most of the approaches are moderately successful. 

Table 25 Approaches to Best Practice, and associated average effectiveness score 

Approach to Best Practice Number of 
responses 

Ave effective-
ness score 

We focus on creating best practices within a knowledge base for the 
guidance of our staff 

30 3.27 

As part of our KM approach, good or best practices are created and 
owned by communities and networks  

21 3.48 

We do not focus on best practice, but on the collection of lessons from 
experience  

14 2.71 

We focus on creating an "expert system" which recommends practices 
depending on context 

10 3.46 

We focus on creating best practices within a knowledge base for the 
guidance of external customers/stakeholders 

10 2.89 

We do not focus on best practice, but on the exchange of ideas and 
stories 

5 2.60 

We focus on innovation, creativity and new practice rather than reuse 
of old practice 

4 2.75 

Participants were asked where best practices are stored, and how satisfactory that storage system is. 
The votes and average satisfaction ratings (0 to 5, with 5 being Very Satisfactory) for each storage 
system are shown in Table 26. 
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Table 26 Storage options for Best Practices, and associated average satisfaction rating 

Storage option Number of responses Average satisfaction rating 

A portal or Intranet (including SharePoint) 48 3.00 

Dedicated Knowledge Base software 16 3.27 

Within file folders 7 2.14 

On a wiki 6 3.67 

Within an expert system 7 3.00 

As paper documents 6 3.50 

Other (please specify) 7 1.57 

Responses under the “Other, please specify” category included the following; 

Currently scattered across a number of repositories: Mail / Redmine / Wiki: MS Teams: On internal 
sharepoint and external public sites (no central system): Variety - document management systems and 
intranet: Web: Wiki / Portal: Yammer group. 

Participants were asked to identify who “owns” Best Practices in their organisations. Responses are 
shown below in Table 24, together with the relevant average effectiveness score for the Best Practice 
system (the number shown in Figure 41). 

Table 27 Frequency of options for best practice ownership, and associated effectiveness ranking 

Best practice owner(s) Number Ave 
effective-
ness score 

Defined subject matter experts 36 3.03 

KM team 18 3.41 

Communities of Practice 16 3.38 

A central group other than the KM team 12 3.08 

There is no ownership structure 7 3.28 

Practices are submitted by individuals and Best is defined by usage or rating 5 3.2 

 

Comments 

Best Practices are one of the core components of Knowledge Management, with 67% of respondents 
addressing this issue as part of KM.  

From the responses, the most effective Best Practice programs seem to use a defined location (Portal, 
wiki or Dedicated software; Table 26) to house Best Practices for in-house staff or customers (Table 
25), and where the Best Practices are owned by someone – it does not seem to matter very much who 
owns them (Table 27). 
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16) Lessons Learned (optional section) 

Lesson Learning (Learning from experience) is the KM Strategic Approach with the 5th highest average 
rank (Table 12). Participants were asked whether Lessons Learned formed part of their KM approach. 
Answers are below in Figure 79.  

 

Figure 79. Number of respondents who address Lesson Learning as part of KM. data from 2020 survey 

100 people continued to answer supplementary questions about their Lessons Learned program. 

Participants were asked to score the effectiveness of Lesson Learning in driving continuous 
improvement in the organisation, choosing a number between 0 and 5. The average effectiveness 
score for the respondents’ Lessons Learned approaches is 2.92 – a moderate score(this number was 
2.8 in both of the previous surveys). This is consistent with the relatively moderate score (0.62) for the 
value added from lessons capture meetings in Figure 58, even though lesson capture was identified 
as one of the more successful processes. 

A histogram of effectiveness scores for Lesson Learning is shown in Figure 80. 
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Figure 80. Effectiveness scores for Lesson Learning. Data from 2020 survey. 

The effectiveness score varies by sector, as shown in Figure 80, with Utilities, Oil and Gas and 
Construction rating their lesson learning as more effective than Legal Services or Finance. 

 

Figure 81 Variation of average effectiveness of lesson learning by sector. Data from all 3 surveys, sample 
sizes of 5 or more. 

Participants were asked to identify the components of their lesson learned approaches. The number 
of organisations answering the 2020 survey which incorporate each component are listed below in 
Table 28, in order of the difference each component makes to the effectiveness of lesson learning. 
The effectiveness difference is calculated from data from all 3 surveys, as the percentage 
improvement of the average effectiveness when this component is present, above the average 
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effectiveness when this component is absent.  In theory, the effectiveness difference identifies the 
lesson learning components that make the most difference to success. These are at the top of the list.  

Table 28 Popularity and impact on effectiveness of Lesson Learned components.  

Lesson learning component Number 
responses 

2020 

Effectiveness 
difference  

all surveys 

A defined process for identifying lessons from activity 65 28% 

Clear high level expectations from senior management that the 
lessons learned process will be applied 

17 22% 

A clear accountability for identifying lessons from activity 31 21% 

Quality assurance of this process (e.g. trained facilitation) 28 21% 

A process for validating/agreeing the actions 28 20% 

A process to ensure lessons are sought and consulted prior to 
major decisions/project activity 

19 20% 

Accountable person/people assigned to complete the actions 37 19% 

A method to measure whether lessons have been captured 12 19% 

Quality control of the lessons to ensure they are well written 31 18% 

A method to measure whether actions have been completed and 
lessons closed out 

15 16% 

Actions defined arising from the lessons 38 18% 

A person or people to track the metrics 18 17% 

A high level sponsor of the lessons learned process 18 13% 

A method for disseminating  lessons to those who need to see 
them 

31 14% 

An escalation method if the lesson or action needs to be addressed 
at a higher level 

12 13% 

A standard template for lessons 67 11% 

Rewards to incentivise submission of lessons 4 9% 

A lessons management system which can hold lessons from 
multiple projects or units 

41 7% 

A search function within the lesson management system 30 6% 

Occasional analysis of the collection of lessons to look for themes 
and trends 

26 3% 

None of the above  -42% 

 

Participants were asked where lessons are stored (selecting from a list of options), and to rate the 
effectiveness of that option from 0 to 5, with 5 being high. The number of responses in each category 
is shown below in Table 29, together with the average effectiveness score for that storage option. 
Again the number of responses is taken from the 2020 survey, while the average effectiveness score 
is taken from the combined results from all 3 surveys, to maximise sample size. The most popular 
approach of storing lessons as individual documents in a folder was judged as one of the least 
effective, while the most effective solution seems to be a custom lesson management systems. 
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Table 29 Storage options for Lessons, and associated average effectiveness score 

Storage option for lessons Number of 
responses 

Average effectiveness 
score 

As individual lessons documents within a folder 
structure 

24 2.24 

In a custom lessons management system, built in-
house 

20 3.33 

As entries in a database system such as Microsoft 
Access or similar 

17 2.97 

As sections within reports 10 1.94 

In a wiki 8 3.07 

As fields in a spreadsheet 6 2.00 

Within social media technology 3 3.00 

In a custom lessons management system, supplied 
externally 

0 3.33 

Other 9  

We do not store lessons 1 1.67 

I don't know 6 1.17 

 

Comments 

Lessons Learned (Learning from Experience) is one of the core 
components of Knowledge Management, with 69% of 
respondents addressing this issue as part of KM. However 
satisfaction ratings with lesson learning are moderate overall, 
and low in many sectors. 

The most effective lessons learned approaches contain many 
components, each of the quoted components being 
associated with an increase in effectiveness, particularly 
components associated with process and accountability  Lessons are ideally stored in a lessons 
management system (Table 26). 

  

We can help you develop and 
implement a best in class lesson 
learning system. 

Contact us at www.knoco.com for 
more details 

http://www.knoco.com/
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17) Communities of practice (optional section) 

Connecting people through communities and networks is the KM Strategic Approach with the 3rd 
highest average rank (Table 12). Participants were asked whether Communities of Practice (CoPs) 
formed part of their KM approach. Answers are below in Figure 82.  

 

Figure 82. Number of respondents who address Communities of Practice as part of KM. Data from 2020 survey. 

99 people continued to answer supplementary questions about their CoPs. 

Participants were asked to score the effectiveness of the CoPs in adding value to the organisation 
between 0 and 5, with % being high. The general effectiveness score for the 2020 respondents’ CoPs 
is 3.04. The equivalent value was 3.16 in 2017 and 3.2 in 2014, suggesting a possible slight decrease in 
the effectiveness of CoPs in the 2020 cohort.. A histogram of effectiveness scores from the 2020 survey 
is shown in Figure 83. 
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Figure 83. Effectiveness scores for CoPs. Data from 2020 survey. 

The majority (89%) of CoPs are internal to the organisations surveyed (Figure 84) 

 

Figure 84. CoP scope. Data from 2020 survey. 
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Date from all surveys show that (as expected) larger organisations are more likely to include CoPs 
within their KM program, as are organisations with a broad geographic spread (Figures 85 and 86). 

 

Figure 85. The percentage of organisations with CoPs, v organisational size. Data from all 3 surveys. 

 

Figure 86. The percentage of organisations with CoPs, v organisational spread. Data from all 3 surveys. 
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Participants were asked to identify the typical size of their communities of practice, in order-of-
magnitude terms (Figure 87). Mean community size is 230; similar to previous surveys. As might be 
expected, CoP size is linked to organisational size, as shown in Figure 88. 

 

Figure 87. Histogram of typical CoP sizes. Data from 2020 survey 

 

Figure 88. Average CoP size vs organisation size category. Data from all surveys 
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Figure 89 shows, for each of the CoP size categories, the average CoP effectiveness as voted by the 
surveys’ respondents. The larger CoPs have a higher average effectiveness rating.  

 

Figure 89. CoP effectiveness vs size. Data from all surveys. 

Participants were asked to identify their approach to CoP selection. The replies from the 2020 survey 
are listed below in Table 30, together with the average CoP effectiveness (taken from all survey data) 
for organisations which chose each option. 

Table 30 Popularity and effectiveness of CoP approaches 

Approach Number of 
responses  

2020 survey 

Average 
effectiveness 
rating 

All surveys 

CoPs and Networks are deliberately chosen based on specific topics 56 3.32 

CoPs and Networks emerge through bottom-up demand, and 
certain of these are supported and become "official" 

20 3.36 

CoPs and Networks emerge bottom-up in response to user interest 14 2.87 

CoPs and Networks spontaneously form around questions and 
problems, then dissolve again 

4 3.0 

None of the above 5 2.9 

 

Participants were also asked to identify the components of their CoP approaches. The number of 
organisations answering the 2020 survey which incorporate each component are listed below in Table 
31, in order of the difference each component makes to the effectiveness of lesson learning. The 
effectiveness difference is calculated from data from all 3 surveys, as the percentage improvement of 
the average effectiveness when this component is present, above the average effectiveness when this 
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component is absent.  In theory, the effectiveness difference identifies the lesson learning 
components that make the most difference to success. These should be at the top of the list.  

Table 31 Popularity and impact on effectiveness of CoP components 

Community of Practice component Number of 
responses 

2020 

Effectiveness 
difference 

All surveys 

A business case 17 19% 

A way of interacting online 66 18% 

A clear focus on business issues 44 17% 

A charter or terms of reference which reflects the 
members' view of the network objectives 

35 17% 

A performance contract or objectives agreed with the 
sponsor 

17 16% 

Defined facilitator in addition to the leader 33 13% 

Defined leader 55 12% 

Training for CoP leaders and facilitators 28 12% 

Defined sponsor 35 11% 

A collaboration tool for collaborating on documents 54 9% 

A store for documents 61 9% 

Face to face meetings 58 9% 

A wiki 13 4% 

None of the above 2 -31% 

It is interesting, in table 31, to note how 4 out of the top 5 effective elements are governance elements 
(business case, charter, performance contract, business focus), while specific technology elements are 
low in the list. 

Participants were asked which technologies they used to support CoPs, and how useful these 
technologies have been. Figure 90 shows these technologies in order of value from left to right, as a 
stacked bar chart, with the weighted value shown as a blue line (this line would be at 100% if all the 
participants that used this technology claimed it had "high value" and at 0 they all claimed it had no 
value). The top of the dark grey area represents the usage percentage for these technologies, as the 
light grey area above represents people who do not use this technology. The top of the green area 
represents the percentage of people who said this technology had added "large value". 

The most useful CoP technologies are collaboration technology, a document store and a discussion 
forum. The least valuable CoP technology is blogs, according to the survey participants.  
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Figure 90. Technologies used to support CoPs, and their usefulness. 

 

Comments 

Communities of Practice (CoPs) are one of the core components of Knowledge Management, with 
61% of respondents addressing this issue as part of KM, and gaining added value as a result. CoPs are 
more common in larger organisations, and in organisations operating in multiple countries (Figures 86 
and 88). 

From the effectiveness figures, it is clear that the bigger the CoP the more effective it is (Figure 89), 
even though the histogram in Figure 86 shows that small CoPs are the norm. The prevalence of many 
small unsatisfactory CoPs is probably the cause of the moderate satisfaction rating for this component.  

There is a clear message here that fewer larger CoPs work better than many smaller ones. The most 
effective CoPs contain many components, each of the 
quoted components being associated with an increase in 
effectiveness, and are most effectively supported by 
collaboration software, discussion forums and document 
libraries.  However the elements that seem to make the 
most difference to CoP success are largely governance, 
rather than technology, elements. 

  

We can help you launch and sustain 
vibrant communities of practice 
within your organisation. 

Contact us at www.knoco.com for 
more details 

http://www.knoco.com/
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18) Knowledge Retention from Experts 

Knowledge Retention is the KM Strategic Approach with the 4th highest average rank (Table 12). 
Participants were asked whether Retention of Knowledge from Experts formed part of their KM 
approach. Answers are below in Figure 91. This section was a new component to the 2020 survey. 

 

Figure 91. Number of respondents who address Knowledge Retention as part of KM. Data from 2020 survey. 

73 people continued to answer supplementary questions about Knowledge Retention. 

Participants were asked to score the effectiveness of their Knowledge Retention approach in adding 
value to the organisation between 0 and 5, with % being high. The general effectiveness score for the 
2020 respondents was 2.97. A histogram of effectiveness scores from the 2020 survey is shown in 
Figure 92. 
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Figure 92. Effectiveness scores for the Knowledge Retention program in adding value to the organisation. Data 
from the 2020 survey. 

Participants were asked how the experts to be involved in Knowledge Retention were identified, and 
given three options. The results are below in Table 32, which also shows the average effectiveness 
score for the organisations which chose each option. 

Table 32. How are the experts identified? Select all that apply. data from 2020 survey. 

Mechanism for selecting Expert Number of 
responses 

2020 

Average 
effectiveness 
Score 

2020 

Through a systematic analysis or audit of knowledge 
topics 

19 3.56 

Through a systematic analysis of people due to retire 26 3.33 

Ad-hoc requests from HR or line management 44 2.95 

None of the above  2.14 
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Participants were asked how the knowledge was captured from the experts, and given three options. 
The results are below in Table 33, which also shows the average effectiveness score for the 
organisations which chose each option. The effectiveness scores are very similar for each option. 

Table 33. How is the knowledge captured? Please choose all methods that are being used 

How is the knowledge captured? Please choose all 
methods that are being used 

Number of 
responses 

2020 

Average 
effectiveness 
Score 

2020 

Conduct interviews with the expert 58 3.18 

Transfer knowledge through conversations with the 
successor 

52 3.06 

Ask the expert to document their knowledge 49 3.02 

Ask the expert to run masterclasses/workshops 39 3.03 

Record video of the expert 31 3.21 

Ask the expert to clean up or index their files 27 3.32 

None of the above 2  

 

Participants were asked who conducts, or facilitates, the knowledge retention interviews. The results 
are below in Table 34, which also shows the average effectiveness score for the organisations which 
chose each option. The most common answer is that the KM team facilitates, but the most effective 
seems to be to use retired staff or junior staff. 

Table 34. Who conducts the interviews? (Please select all that apply) 

Who conducts the interviews? (Please select all that 
apply) 

Number of 
responses 

2020 

Average 
effectiveness 
Score 

2020 

Members of the KM team 53 3.10 

The expert's successor 19 3.21 

External facilitators 12 3.27 

Junior staff 9 3.56 

We do not conduct interviews 9 2.75 

Retired staff 6 3.67 

None of the above 6 2.00 

Other (please specify) 7   

 Replies in the “Other” category are as follows: 

A peer of similar expertise, if feasible; HR; Internal communications; Internal facilitators; line manager; 
Personal interesado; Trained internal facilitators 
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The final question in the survey asked where the retained knowledge was stored. Three options were 
provided, as shown in Figure 93.  

 

Figure 93. Where do you store the knowledge captured from the expert? 

“Other” options include the following: 

Both; IQxCloud Knowledge EcoSystems; It is held by the supervisor of the position; KM SharePoint site; The 
successors team & km team has access 

Comments 

Knowledge Retention is one of the core components of 
Knowledge Management, with 41% of respondents 
addressing this issue as part of KM. The most effective 
approach seems to involve identifying the experts 
through a systematic analysis or audit of knowledge 
topics, and capturing knowledge through a range of 
techniques. 

 

 

  

We can help deliver your 
Knowledge Retention strategy. 

Contact us at www.knoco.com for 
more details 

http://www.knoco.com/
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19) Usage of Tacit KM approaches 

The application of Best Practice, lessons learned, knowledge retention and CoPs are four of the 
traditional approaches to, and core elements of, KM, and are the ones that focus the most on tacit 
knowledge. Best Practice involves comparing practices across many experts and teams, and extracting 
the best way. Lesson learning involves translating the tacit experience of project teams into process 
improvements. Knowledge retention is about eliciting tacit knowledge from experts, while 
communities of practice exist to share and document tacit knowledge.  

The use of these approaches is compared across sectors in Table 35, in order of the combined 
frequency of application. The usage percentage figures are the percentage of respondents in each 
organisational sector that replied Yes when asked if they were applying this approach, compared to 
the total of Yes and No responses for that organisational sector. In this table, small samples (sectors 
with 9 or fewer responses) have been removed. 

Table 35 Percentage usage of Best Practice, Lessons Learned, CoPs and Retention for organisations in various 
sectors. 

Organisational sector Best Practice 
usage 

Lessons 
Learned usage 

CoP 
usage 

Retention 
usage 

Construction and Engineering 74% 69% 67% 28% 

Oil and Gas 64% 76% 69% 28% 

Non-profit - aid and development 55% 67% 76% 35% 

Electricity, Gas Supply, Water and Waste 
Services 48% 61% 66% 38% 

Manufacturing 58% 60% 60% 28% 

Non-profit-other 67% 55% 64% 20% 

Public sector - military and emergency 50% 69% 58% 24% 

Public sector - other 58% 55% 62% 22% 

Public sector - government admin 47% 51% 62% 34% 

Education and Training 50% 57% 55% 32% 

Transport, Postal and Warehousing 30% 82% 36% 30% 

Other Services 68% 48% 50% 8% 

Professional, Scientific and Technical 
Services 52% 53% 56% 14% 

Financial and Insurance Services 45% 48% 51% 27% 

Information Media and 
Telecommunications 40% 52% 46% 25% 

Legal Services 40% 25% 36% 5% 

This table effectively separates KM into two end members. At the top of the table are the Engineering 
Organisations, focusing on knowledge of Practice, working in teams and projects, and concentrating 
on tacit knowledge. At the bottom of the table are the Lawyers, focusing on knowledge of Legal 
Products, working as individuals, and concentrating on documented knowledge. Between these end 
members lie everyone else. 
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In a second analysis, the effectiveness of these tacit approaches (as discussed above) is compared 
according to the different partnerships KM can be involved in, as discussed in Chapter 7. The results 
are shown in Table 36. The effectiveness is measured between 0 and 5; see Figures 78, 80, 83 and 91. 

The average effectiveness of these elements is greatest when KM is paired with Learning and 
Development, and least when KM is combined with collaboration or IM2. This is perhaps not surprising, 
as a partnership with IM may lead KM more towards a focus on explicit knowledge at the expense of 
tacit, and it is a tendency to be aware of and to guard against. 

Table 36. Effectiveness of the tacit elements when KM is combined with other disciplines. Data from 2020 
survey only. 

KM combination with a 
partner discipline. 

Best 
Practice  

Lessons 
Learned  

CoP  Knowledge 
Retention  

Average 

We combine Knowledge and 
Learning (/Learning and 
Development) 

3.4 3.2 3.5 3.5 3.4 

No, KM is a stand-alone unit 3.4 3.1 3.3 2.9 3.2 

We combine Knowledge and 
Innovation 

3.5 2.8 3.6 2.8 3.2 

We combine Knowledge and 
Research 

3.0 2.9 3.7 3.0 3.1 

We combine Knowledge and 
Information management 
(including library and records) 

3.1 2.8 2.8 2.8 2.9 

We combine KM and 
collaboration 

2.7 2.4 3.4 2.3 2.7 

 

  

 

 

 

2 The exception is that CoPs are effective when KM in partnered with collaboration.  



Results from the Knoco Global Surveys of Knowledge Management, 2014 
through 2021, including Covid impact. 

© Knoco ltd 2021. Page 91 All rights reserved 

20) Summary 

Many caveats need to be applied when drawing conclusions from the results of the 2020 survey, and 
indeed from the combined surveys;  the relatively low representation from some parts of the world, 
the small numbers of responses from some organisational types, the need to assume that responses 
accurately reflect reality, and the inaccuracies when combining order-of-magnitude numbers.  

However there is also, without doubt, some real information contained within the survey responses, 
and displayed in the Figures and Tables in this report. In general the persistence in patterns between 
the 2014, 2017 and 2020 surveys, despite the different datasets, suggests that many of the conclusions 
can be taken as robust.  The picture painted by the data from these three surveys can be summarised 
as follows. 

• Knowledge Management does not seem to be in a state of major change, but a state of consolidation, 

expansion and maturation. There is little that is new in the 2020 survey other than some technological 

evolution (the appearance of O365, MS teams and other elements of the Microsoft suite for example), 

and even the ISO KM standard, ISO30401:2018, seems to be in an evaluation rather than an application 

stage.  

• Among the survey dataset Knowledge Management to date is most embedded, and has been most 

successful, in large organisations headquartered in the USA, Canada and Western Europe3. India may 

also be included, though there were few datapoints from India in the most recent survey. Such 

organisations apply a mixed Knowledge Management strategy including  

o connecting people through communities or networks (although the priority of CoPs as a 

strategic element of KM seems to be declining); 

o improved access to documents (including search and portals),  

o creation and provision of Best Practices,  

o Learning from Experience (often through Lesson Learned programs), 

o Knowledge Retention, and  

o Innovation.  

• Significant value has been delivered through these approaches, in the order of hundreds of millions of 

dollars. However embedding KM within the business, and delivering maximum value, may take a 

decade or longer.   

• The supporting technologies are largely technologies of enterprise search (for people as well as for 

documents), collaboration, content management, and best practice repositories. SharePoint still leads 

the pack as a supporting technology, though the use of Yammer, Confluence and the Microsoft suite 

has increased. The supporting processes are the traditional ones, of knowledge round-table discussions, 

peer assists and lesson capture.  The KM teams for these large organisations are around 10 to 20 people, 

including IT skills, IM skills, change management skills, facilitation skills, and the skills of the organisation 

itself. These organisations find that senior management support is their most valuable enabler, and 

that measuring value delivered through KM is the most important metric. 

• Within this picture are several variants, and each sector has its own mix of focus areas, preferred KM 

approaches and skillsets for the KM teams.  Smaller organisations are to date less mature in Knowledge 

 

 

 

3 Western organisations were early adopters of KM in the 1990s, together with Japanese organisations 
(unfortunately there were very few Japanese respondents to the survey), and the value proposition for KM is 
clearer for large organisations. However as data in the survey shows, KM is spreading to all parts of the globe, 
and to organisations of all sizes. 
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management terms, have delivered less value, and their KM teams and budgets are smaller. Some 

adjustment in the Knowledge Management models may be needed for smaller companies; 

Communities of Practice, in particular benefit from the scale that large companies offer, and seem to 

be less successful the smaller they become.  

• There is a core set of technologies, processes and roles that have proven their value for Knowledge 

Management, and some that are as yet less proven.  Processes such as storytelling and appreciative 

enquiry, for example, have to date delivered less value than Lesson Capture, Coaching and Mentoring 

and Knowledge roundtables. Social technologies (blogs, microblogs, wikis) have to date delivered less 

value than Search, ECM and Best Practice repositories. 

• The tacit components of KM, as expressed in Communities of Practice, Lessons Learning, development 

of Best Practice and the retention of Expert knowledge, are most common in the engineering firms 

(Utilities, Oil and Gas and construction) and least common in legal and financial firms. These 

components seem to be most effective where KM is either a standalone discipline or paired with 

Learning and Development, and least effective where KM is paired with collaboration or Information 

Management. 

• Governance is important to the success of KM. The second biggest barrier, biggest enabler and biggest 

incentive for KM are all the same – clear senior management support and endorsement. That makes it 

perhaps surprising that relatively few companies have created a business case for KM in order to gain 

that support, or captured KM success stories and measures to maintain that support, especially as the 

most valuable metric and one of the most valuable enablers was identified as being evidence of value 

delivered through KM. This is an area where many organisations can improve their KM programs, in 

order to gain and sustain management and staff support.  

• ISO 30401:2018, the ISO Management Systems standard for KM, is known by 80% of respondents, just 

over half plan to use it, but so far only 4% of respondents have actually conducted an internal or 

external audit against it.   
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21) Appendix 1. Additional comments from 2020 

participants 

Respondents to the 2020 survey were asked if they wanted to add any final comments. Any references to 

individuals, organisations or email addresses have been removed.  

 

• A very useful exercise. I hope that the feedback is useful. Unfortunately implementation and 

engagement is often patchy and very much depend on individual practice team needs and interest, 

despite an organization wide strategy and framework. 

• Add architecture to engineering and construction industry - it's the "AEC industry" 

• Answering these questions reminded me of some things we could incorporate into our KM 

programming. 

• As my company is quite large (150,000), there are many local initiatives. Not easy to follow all of them 

• Demasiado larga 

• EL CUESTIONARIO NO RECOGE ADECUADAMENTE ALGUNOS ASPECTOS SOBRE EL MOMENTO QUE 

ATRAVIESA LA GESTIÓN DEL CONOCIMIENTO EN MI ORGANIZACIÓN. GRACIAS. 

• En la Sección 5 pregunta 4, la última alternativa "Otros" no posee la casilla para clicquear y la opción 

no es considerada x el form electrónico.  ¡Gracias! 

• Enhorabuena por la iniciativa 

• First time responder to this survey - very well designed and articulated!  

• Glad to assist  

• Good luck with the analysis of the survey. Stay safe! 

• Good luck      

• gracias a ustedes por sistematizar esta gestion 

• I am the Data Governance & Knowledge Management Officer with a 70/30 split of time between the 

two areas. I have only been in the position for 4 months, with the majority being focused on DG. KM 

will get more attention in the ensuing months and our implementation will grow for the agency. 

• I look forward to final report 

• In government, the alignment of many things provides the petri dish that can provide so much benefit. 

Without the right leadership and subsequent culture, KM is just a concept and not an embodiment of 

many practical applications that can benefit so many. Shame. 

• In your survey you do not cover such cases when KM started as a personal initiative of some non-KM 

group and then grown to something more centralized, well-supported and well-known within the 

company. For IT it is much more common pattern than "something raised by a senior management". 

So it was hard to answer to some questions because of lack of options. 

• interesting but no time in my daily work to answer well to all the questionnaire, I've skipped the last 

questions, maybe you should make separate questionnaires and launch them during the year in a way 

to consolidate them with the answers of those who took the time to do it. 

• Interesting survey, I look forward to read the results !     Thank you ! 

• It was a bit tricky with some questions as there is no longer a formal KM program. I have continued to 

embed KM across the organisation without calling it KM. Some areas are embracing some practices and 

tools (e.g. creating knowledgebases) however KM is quite disjointed. It has been an exceptionally 

frustrating time and I can say I'm at the give up point. 

• Just to note re the questions on knowledge retention - I didn’t offer to answer them because we are 

just setting up a comprehensive approach. 

• KMSA is looking forward to see the state of KM in South African. 

• Looking forward to see the results. 
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• Looking forward to the results.  

• Many thanks, the previous survey was a great way to benchmark our KM service and provide insight of 

what works elsewhere. 

• More questions to have multiple choice  More comments section - in our case, we are in the process of 

transitioning from an old wiki to SharePoint OOTB (which does not have taxonomy etc.) and hopefully 

be able to buy an SharePoint off-the-shelf solution based on 365 (which will have a proper architecture 

behind it) so it would have been good to explain the rationale behind some of the answers  Broad 

coverage overall  Thank you! 

• No por el momento 

• No, thank you 

• No, thanks. All the best with the survey. 

• Non 

• Our business is delivering information and knowledge to decision-makers.  It is a real balancing act to 

work knowledge as a primary deliverable and operate the same organization using the best knowledge 

management practices. 

• Question 11 (2 of 5 of the core section I think) provides limited scope for answering with regard to the 

extent of KM integration.  There is no option for an answer that denotes the company may have 

initiated the process but not reached organisation wide integration 

• Thank you for a comprehensive survey.  It allowed me to reflect on current practices and learn where 

the gaps are 

• Thank you for offering to share the 2020 survey results and for sharing the 2014-2017 survey now.  I 

have always valued Knoco's offerings. 

• Thank you for putting this effort together. I have benefited greatly from the "KM Handbook" which 

references the previous survey data and I'm thankful to be a part of this and future efforts! Feel free to 

reach out with any future efforts if participation or input is needed! 

• Thank you for putting together this survey. I look forward to receiving a copy of the 2020 survey report. 

• Thank you! 

• thank you. 

• Thank you. It was very interesting and comprehensive.  

• Thanks 

• Thanks for asking me to participate.  The questions have given me some ideas on activities to mature 

our KM. 

• Thanks for coordinating this!  Can’t wait to see the results. 

• Thanks for the opportunity to respond to the survey at a snapshot in time. 

• Thanks for the survey, I'll be wating for the results.   

• Thanks for this fantastic quiz which has helped me frame my thinking around KM 

• The survey is very much focused on current state. I didn't seem any questions on future direction which 

would be interesting to know about. 

• The survey was fantastic and so rich in capturing the essence of KM systems in today's world. I was able 

to learn so many new things which i was unaware of about KM. 

• This is a really good survey, our responses in themselves are useful to demonstrate to Management 

some standard issues in KM, and our own maturity! I look forward to the report. 

• This is a very thorough survey. I look forward to its results 

• This is an excellent survey and I am eager to see the report. This also gives me great clarity on what kind 

of organizational culture to seek in my future career. 

• This response was based on my work at X, which I left last month 

• This survey can serve as a set of useful lists of KM processes & tools. Can you publish them as a 

standalone little brochure?  
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• Too long survey- surveys should be kept short and simple. People loose concentration along the way. 

Derails one from company responsibilities. 

• Too long. Not very explicit on a French cultural approach 

• Very interesting survey 

• We are at the beginning of our KM journey and look forward to introducing many of the KM processes 

described here when our KM organisation is more mature. 

• We are still in early development of KM.  

• You did not ask any questions on how KM assists with the decision-making within an organisation. 

• Your work and leadership is appreciated. 
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22) Appendix 2. How Covid impacted KM programs and 

functions 

This section presents the results of the supplementary survey held in 2021 which investigated the 
impact of the Covid pandemic and associated recession on KM programs and functions 

Continuity of the KM program 

The first survey question covered the continued existence of the KM program during the Covid period. 
6 options were offered, and the proportion of responses to each option is shown below. 

 

Figure 94 How has the pandemic affected the existence of KM? 

In the vast majority of cases, the KM program either remained the same, or expanded. Only in 1% of 
cases the KM program had been cancelled, 5% put on hold, and 5% contracted. Despite all the 
difficulties Covid has brought to various industries, organisations and businesses, KM has survived as 
a function, and often increased in importance.  

The 59 reponses from people who had also answered the 2020 survey allowed some comparison 
between the continuity of KM programs with various demographics, shown in following figures2 
through 4.  

Figure 2 suggests that the more mature KM programs were more likely to continue, and that 
contraction, hold or cancellation of the programs was seen only in the less mature programs.  

Figure 3 suggests that KM programs were more likely to continue in larger organisations, and that 
contraction, hold or cancellation of the programs was seen only in the smaller organisations. 

Figure 4 suggests that KM programs in USA/Canada were more likely to continue than those in Europe 
or South Africa. 
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However there were so few examples of KM programs contracting, on hold or cancelled that these 
suggestions may not be robust. 

 

Figure 95 Link between KM maturity and KM continuity 

 

Figure 96 Link between organisational size and KM continuity 
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Figure 97 Link between region and continuity of KM programs 
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Continuity of KM budget and roles 

The second question asked about the KM budget. Although KM continues, has the level of investment 
remained the same? The responses are shown in Figure 5.  In the majority of cases (58%), the KM 
budget remains unchanged. There are roughly equal segments where the budget has increased (16%) 
and decreased (19%).  

 

Figure 98 How Covid has affected KM budgets 

Figure 6 shows the link between the continuity of the KM budgets and corresponding programs. 
Expanding programs are more likely to have an increased budget, while contracting programs are 
more likely to have a reduced budget. However this is not a one-to-one correspondence. In many 
cases the KM program has expanded with no corresponding increase in budget, or continued much 
the same with a decreased budget. So although KM continues, it seems KM professionals are often 
being asked to contribute more.  
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Figure 99 Link between KM budget and continuity of KM program 

Given the continuity of KM programs, it is no surprise to see continuity of KM roles. Very few 
respondents have left their KM programs, and only 3 people out of the 83 surveyed reported losing 
their KM job during the pandemic (Figure 7). 

 

Figure 100 How Covid has affected the respondent's role 
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Although the loss of these three jobs will have been a huge issue to the people involved, it seems in 
general as if there has been a reassuring level of role continuity during Covid. 

However it must be acknowledged that the survey is biased in favour of people who remain in KM 
employment, who are still answering email addresses linked to the 202 survey, and who are still 
following KM blogs and twitter feeds. The true percentage of people who have lost a KM job due to 
the pandemic and associated recession is likely to be higher than the 6% recorded here.  
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Whether KM was easier or harder during the pandemic. 

For those respondents whose KM programs continued during the pandemic, the next series of 
questions looked at how the programs changed.  The first of these questions addressed whether KM 
had been easier or harder during Covid-induced lockdowns and remote working.  

 

Figure 101 Has KM been easier or harder during Covid? 

Figure 8 shows that respondents were roughly even split between those who found it harder, those 
who found it easier, and those for whom there was no difference.  

We asked respondents what had made KM easier/harder. There was a wide range of responses from 
people who had answered that it was harder, which have been grouped into themes in Figure 9. The 
most common theme was the relative difficulty of remote interaction compared to face-to-face. Other 
themes included a reduction in ad-hoc knowledge sharing, the general overloading of staff during the 
pandemic, and the need to learn new skills.  

There was a smaller range of responses from people who had answered that it was easier, which have 
been grouped into themes in Figure 10. The most common theme was that remote working exposed 
a need for KM and that there was therefore a wider recognition of its value, making KM more of an 
“easy sell”. Other common themes were improved (remote) access to people across the organisation, 
and easier collaboration.  

 



Results from the Knoco Global Surveys of Knowledge Management, 2014 
through 2021, including Covid impact. 

© Knoco ltd 2021. Page 103 All rights reserved 

 

Figure 102 Why was KM easier/harder during the pandemic? Answers provided by people who said it was 
harder 

 

Figure 103 Why was KM easier/harder during the pandemic? Answers provided by people who said it was 
easier 
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The complete set of answers in this section is as follows (edited only for the purposes of anonymity): 

What has made KM easier/harder? 

• Because we are all working remotely, I feel my colleagues have a greater appreciation for codified 

knowledge and virtual processes for generating insights, tasks I can help them with. 

• Because wfh work method 

• Conferences, virtual courses have increased, but face-to-face meetings, conversations have been 

affected or even eliminated 

• (X) is a global company but with a London HQ.  Everyone working from home has meant colleagues are 

all equal and we have seen more satisfaction/participation in KM from overseas office.  

• Digital transformation 

• Digitalization of the results. More respect towards everybody's time. Less unnecessary meetings, 

quicker decisions 

• During pre-pandemic, requests for face-to-face meeting were always met with some excuses, but 

requests for online meeting  now are better received 

• Easier in that people are forced to use the tools/digital workplace to collaborate a d share their 

knowledge. Harder in that there’s more spotlight on these tools. But nothing really has changed - we 

(KM team) haven’t gotten any more headcount or budget. Expected to do more with the same. 

• Easier to do trainings on Zoom. 

• Easier: less physical logistics, cost savings as virtual communication  harder: make the shift to engage 

virtually, use the technology available well, less control over the audience to ascertain learning 

• Everyone finally understood the value of knowledge and smooth knowledge sharing/saving processes 

because nobody could share knowledge in the office kitchen.  So much more support, awareness and 

engagement to all initiatives on all corporate levels.  

• Greater adoption and more understanding of its importance. More accessible data due to remote 

working 

• Have to make a effort to contact people.   Juniors are not learning by overhearing conversations.   

• Having to learn new processes regarding video conferencing, use of new platforms, etc.  

• Home office made it easier and harder. 

• i don't think easier/harder, but just different with some different/new priorities and ways of doing 

things. 

• I work globally for IT in a corporate, so already connected to people via video call (previously Skype for 

Business, now Teams) before the pandemic.  This has continued the same since the pandemic started 

and more people I connect to are willing to switch their webcam on now. 

• It is pretty much the same except things are basically done remotely than before. 

• Its still the same process. 

• Knowledge management became limited, we are no longer able to get all the necessary information in 

libraries. 

• Less ad-hock knowledge sharing from employees, lower response rate to the emails from KM as the 

email\messenger flow increased significantly 

• Less travel time equal more learning time. 

• Limited budget, which particularly affected the ability to hire more people 

• Loss of contact of some colleagues; no time invested from some colleagues. 

• Many people were in a Record of Temporary Employment Regulation during some months, myself too. 

Many activities were presencials and we had to change to other formats. 

• More availability 

• More difficult to effectively engage with people. 

• More need and urgency of KM services, overload of work 
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• More personal interaction instead of formal settings 

• More time at a computer 

• More virtual collaborations with global outreach 

• much the same as before 

• N/A 

• NEED, which has force awareness and acceptance to new levels. 

• New expectations/policies 

• New way of working together, with some advantages for KM, but missing face-to-face conversation and 

workshops. LL and Read Across Implementation increased in 2020 by 35% and in Q1/2021 we have 

more LL than in Q1+2/2020. Leaving Expert Debriefing is demanded by business. 

• Not applicable 

• Not every stakeholder was enabled to work remote and in some instances the virtual access is missing 

• On balance the same, but face to face collaboration has become harder (Zoom doesn't provide the 

same level of engagement or trust), whilst online collaboration has been turbo charged. We've also had 

the opportunity to abandon our use of hard copy materials (law firm) and move entirely online, 

something that was proving culturally hard to do prior to Covid.  

• Online recording - has improved 

• Organizing learning sessions and groupwork. We adjusted and piloted new online tools to facilitate 

learning and groupwork but it was an hefty investment in human resources to make it work 

• Our collaborative platform has finally been widely accepted and used making a lot of our tasks easier.  

The Pandemic has made the use and re-use of data critical and the Agency is finally seeing the value of 

the KM Program. 

• Over reliance on technology where some things that were not done using systems/platforms have to 

now be fully integrated into systems and platforms.  

• People are more dependent on knowledge sharing by means other than ask the person next to them 

• People are more focused and the requirement to capture and share has been greatly enhanced 

• People found a need for it. 

• People need to self-serve more 

• People were easily reachable via tools like Slack, which became the go to tool compared to email. 

Having digital sessions became the norm, so it became easier to conduct sessions with people from 

multiple geographies.  

• Personal knowledge sharing has been impacted.  It's taken a year, but they've started to record tacit 

information. 

• Projects take longer due to more difficulty with direct collaboration, greater exhaustion levels among 

teams. 

• Remote work has made it easier for people to onboard our tools and get to know about out services. 

• Remote work makes face-to-face communication impossible. Our interviews are now more difficult to 

do.  Also, the possibility to use physical billboards (knowledge walls) has been limited because half of 

the people don't appear in the office. 

• Research is more difficult. Especially that some of our partners has weak connectivity. 

• Resources diverted to address COVID 

• Roughly the same, but people are seeing the need for it in an increasing way.  

• The efficiency of online communication is too low 

• The habit of collaboration has been reinforced. 

• The KM function has been resolved, but as we captured all knowledge digitally on a wiki already before, 

it stayed much the same. 

• The needs from the business have become more clear. As a result KM in all its facets has become a 

bigger priority for management and more space for new km projects has been made available. 
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• The pandemic forced everyone to use virtual collaboration tools (Microsoft Teams)...adoption levels 

increased dramatically. 

• The use of MS teams has made it easier to hold micro events, but also made it easier to discuss with 

people on different time zones because you don't lose commute time.  

• Training (especially for new joiners) was harder, for example 

• Understanding of value, and need for virtual collaboration  

• Virtual communication has not been easy 

• We already worked across offices within our organization and leverage online collaboration and 

communication tools.  Working from home did not change our ability to be effective.  The workload 

increased significantly, however, which was harder. 

• We are in the initial planning phases of KM. The inability to have random, face to face contacts between 

those of us working to stand this up as well as others within the organization who may champion the 

initiative has been problematic.  

• We travel to locations to help (stakeholders) on site. We tried remote support but it was significantly 

less effective. The "sets and reps" we need for training, as well as practical execution, are best done at 

the locations - especially where classified and sensitive information and processes are concerned.  

• While overall remote work has been good, lack of direct interaction, focus on more 'formalized' 

approaches to reaching out to one another (e.g., scheduled meetings) feels like it has had a negative 

impact on our reach. 

• With the need to be much more flexible with 'when' and 'where' work is being done KM has become 

much more valuable and appreciated than it was prior to the pandemic. 
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Changes in focus for KM 

Respondents were asked whether the focus of their KM program had changed. Answers are shown in 
Figure 11. About half said there was a slight change in focus, a quarter said a significant change, and a 
quarter reported no change in focus. 

 

Figure 104 Has the main focus of the KM program changed? 

Participants were asked what new work items had been added to the KM scope. The answers are 
shown in Figure 12.  

31% reported no new work items. The most commonly reported new work items were collaboration, 
digital transformation, expansion within the organisation, and delivery/facilitation of online events. 
Other than these, there was a very wide range of new items, each mentioned by very few people.  

Participants were asked what old work items had been removed from the KM scope. The answers are 
shown in Figure 13.  

77% reported no removal of old work items. Compared with figure 12, this continues the themes of 
KM programs expanding and doing more, albeit not always with more budget. The most commonly 
reported removed work item was the facilitation of face-to-face events. 
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Figure 105 What new work items have been added to the KM program? 

 

Figure 106 What old work items have been removed from the KM program? 
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The full set of answers follows (unedited other than for anonymity): 

If new work items have been added to the KM scope, what are they? (if none, please enter NONE) 

• At my organisation I send most of my time doing non-km related activities. Very little true KM done in 

my organisation. More CI work (environmental scanning and capturing of research findings), little KM 

done here. I am not sure when they will evolve and allow for more KM focus. 

• Better communication between remote groups 

• Citations - the centralised collation and storage has been added ahead of schedule, along with a 

common template and guidance thereon. 

• Collaboration in digital environments 

• Connection with our digital transformation effort 

• Considerations to expand to larger organization 

• Critical knowledge within a change environment 

• Data analysis 

• Different functionalities of document management and collaboration system require more training in 

the pro's and con's of each system, e.g. Sharepoint, Teams, onedrive, etc.  

• Digital transformation and roadmap, broader group to support in our org, more 

alignment/coordination with parent company, drivers of content for new sales methodology 

• Digitalization 

• Emphasis on Researchers  

• Establishing processes for Videoconferencing and use of MS Teams... 

• Expanding scope of ownership of collaboration technologies in the organization 

• Facilitated conversation with other teams on their KM plan 

• Finding experts throughout the organization. Making tacit knowledge more explicit while missing the 

'coffee corner talks' 

• Full oversight for collaboration 

• Greater interface with Internal Communications team as company sees value of collaboration and 

talking more. 

• Increased learning initiatives  increased community building initiatives 

• Information management 

• Innovation ideas collection to optimize the work of business  

• Innovation process 

• Intelligent automation 

• Intranet management 

• It's all in scope. 

• I've just escalated training programmes for lawyers. Also keep telling the psls to ask for knowledge and 

make sure that everything we do that knowledge is at the fore front of people's minds. 

• KM driving New ways of work  

• KM is critical to legal and regulatory data transformation programmes 

• KM played significant role in the On-Barding of new joiners  

• Knowledge engineering 

• KRT 

• MIRO App.   GE, for example, is reinventing its entire organization through a novel high end 

collaborative analysis, assessment, and streamline process that has proven to ben wildly successful 

according to reports on the project.   

• More business development 

• More documentation 

• More intensive approach in pushing for KM initiatives to be adapted in the organization 
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• More knowledge sharing is required now 

• More of a focus on data and content management 

• Much more online sharing events, knowledge cafes, meetups etc.  Both company-wide and within 

certain departments 

• None (20 answers) 

• Online group work facilitation; development of learning courses; Innovation has been added to the KM 

Unit 

• Organizational resilience 

• Our scope has expanded as we have begun to address areas/activities that were on our long-term plan 

but had little time to address in the short-term. 

• Recalibration 

• Revival of Leaving Expert Debriefing. New tool platform for Yokoten (problem solving, continuous 

improvement and LL) will be developed in 2021 

• Service other units which where outside my scope. Most of this new client, treated KM as encroaching 

on their productivity space 

• Support for onboarding new staff. 

• The team expanded (2 people now, instead of just myself). We changed our ITSM Toolset in recent 

months, so we have reports we can use for measuring KM.  This means we are now able to analyse the 

activity that happens within our knowledge base and present data to stakeholders.  We are also now 

running regular 'in person' training sessions on the knowledge module of the toolset, rather than wholly 

relying on self-service training materials. 

• The value of engaging through virtual forums  

• Transition to a newer version of software 

• Typical ongoing expansion of KM program, not tied to COVID-19 

• Urgency to consolidate knowledge assets and  expertise including capture  of more tacit knowledge and 

refining/updating the already existing explicit knowledge.  

• We changed our intranet/collaboration tool so work has been done to integrate that into other MS 

office tools e.g. Teams.  

• We started roundtables for knowledge sharing 

• We've added the requirement that KM include a clear inventory (particularly in reporting) of 'who' and 

'where' the reports are coming from 

• Wider briefing of benefits and a greater understanding of what is required to move things forward 

• Worldwide documentation that wasn't in the scope. 

If old work items have been removed from the KM scope, what are they? (if none, please enter 
NONE) 

• cluttered and unused items 

• Due to limited resources, Corporate Wiki and Community Support was decreased, no moderation of 

WS for LL or Lego Serious Play 

• Face-to-face formats 

• Field research and reviews 

• Knowledge Manager Community, KM specific training sessions, video creation with KM information 

• Knowledge visits 

• Library maintenance 

• M&E  

• Managing the offline library in the office - decided to get rid of it 

• No one has asked for training or mentoring in KM.  I had expected there would be more interest in that 

but it hasn't happened. 
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• None (57 answers) 

• None but we have permission to “dial down” on certain tasks. Old school IC newsletters handed over 

to comms tram but KM team still contributes  

• Only in-person meetings 

• Setting of knowledge assessments to improve skills and knowledge 

• Some lower value add tasks 

• The face-to-face meeting, no flights or transfers 

• The old world practices maintained the status quo.  New practices and ideas have made the old 

practices obsolete, and in many cases, the people who adhered to those practices, or could not 

embrace the new practices, were replace, or their positions eliminated all together.  

• The role is more strategic and less focused on training and maintenance of standard documents. 
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How else has KM changed? 

The survey concluded with two questions where respondents were invited to give their own thoughts. 
Their responses are listed below for interest. The first of these two questions was “How else has the 
KM program changed since the start of the pandemic/recession?”  The free-text responses from the 
respondents were grouped into themes as shown in the pie chart in Figure 14. 

 

Figure 107 Themes from answers to "How else has KM changed" 

As you might expect, the most common theme reflects the move to online/virtual working, but other 
responses include an increase in demand for KM, a contraction of the KM program in those 
organisations where the budget reduced, and a reorganisation of KM. 

A full set of answers follows (unedited other than for anonymity): 

• Although it has typically resided in a single team in HR we have been able to display the value of the 

KM efforts and move it horizontally across the HR teams and outside of HR as well 

• Because of minimizing physically meeting 

• Become more popular 

• Budget cuts slowed programme temporarily 

• BUDGET DECREASE 

• Creation of new communities / KM rituals have become all digital 

• Employees are using our communication tools at a much higher rate.  We have had to digitize our KM 

events (i..e. KM Symposium) and training that was previously held in person. 

• Everything done virtually! 

• Expanded interest   

• Got some stakeholders more involved, not sure if the pandemic influenced that or just our team promo 

campaign 

• Greater workload.  More appreciation/realization that the KM toolkit is critical for our business to run, 

especially in a remote, rapidly changing environment. 
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• I started in post 10 days before we locked down, so have no frame of reference to how things would 

have been in 'normal' circumstances.  Online working is the 'new normal' and most things can proceed 

as before.  Expectations and delivery times have not changed! 

• I was involved in a re-organization and streamlining of the company's electronic filing system, so some 

oversight of that system has been added to my scope. 

• In no way. 

• Including KM as a strategic priority in the new global strategy 

• It became a part of corporate strategy, so better mapped to the strategic goals 

• Its been difficult to establish focus areas for our team because of myriad administrative distractions.  

• KM is eating off formal Learning - more and more 70/20 activities falling on KM 

• Knowledge management and transfer increased activities with greater demand for km 

• Knowledge sharing was done face to face, now its virtual.  

• Less direct/informal collaboration and knowledge sharing 

• Lost some people unfortunately but rehiring now 

• More are recognizing the need for good documentation when they can't just lean over and ask a 

neighbour! 

• More briefings and a drive to get on line more: an appreciation of working from home and adapting 

well to working and leading from distance. 

• More champions for KM including the head of organization 

• More focus on connecting people and getting key information easily & ubiquitously accessible 

• More focus on Covid content/online community. Increased intensity on digital 

transformation/roadmap (was happening anyway but more intense/faster plans now). New sales 

framework roll-out where KM is integral to creating/managing content 

• More focus on supporting staff in working remotely 

• More focused 

• More interest in document storage options and how to share documentation more efficiently 

• More knowledge is based on Researchers  

• More learning or sharing initiatives are developed online. 

• More technology product oversight focused (monitoring Microsoft roadmap for future enhancements) 

• Moved to being a practice instead of a program 

• Much more focus on digital aspects of KM along with an increase in priority for management.  

• Much more top management involved in the topic 

• My KM Team's reporting relationship has changed ... We actually moved up the hierarchy slightly. 

• No change (7 answers) 

• New structure and line management 

• Now there is more emphasis on explicit knowledge, which will bring negative consequences in terms of 

tacit knowledge and group knowledge 

• Officially the department KM was resolved, but the minimum basics are still maintained among "former 

KM members" 

• Our IT Leadership Team now show a more active interest in knowledge - it is always mentioned in global 

calls now, they want to be consulted on what topics we will include in our global knowledge sharing 

sessions, and they have started talking in terms of culture and behaviour being key to success. 

• Pay more attention to innovation and change. 

• People were easily reachable, which made execution of KM initiatives easier. 

• Program is now enterprise wide 

• Recognition that too much information is held in people’s heads! 

• Just the pandemic made people very busy on (Teams and other virtual meetings). Little time for them 

to give towards other non-priority items. 
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• Some modifications, but in general there was no change, even more adaption to virtual collaboration 

• The program has been strengthened in digital collaboration skills and tools. 

• The scope has shifted to remote work items instead of employees who are preparing to retire.  

• There is a new focus on the importance of community management.  

• There is little or no physical interaction, work is done remotely 

• Virtual tools used to a greater extent  

• We are focusing on enterprise level practice efficiency tools to ameliorate working remotely. These are 

challenges we faced before (eg. Email management, findability) but we are seizing this opportunity to 

speed change given demand for help. 

• We are now trying to get more people. 

• We've been re-formed as a specific business unit - the Centre for Knowledge Management!   Still same 

two folks, though... 

• Work from home mostly that required calibration; new km strategy through consultation processes. 

Slightly adjusted focus. 

• Yes, connected with our digital transformation and business process management/improvement work 

• You've had to be more flexible. For the first months people were trying to get their head around WFH. 

Then we had a redundancy cycle. This meant a slight drop in KM activity but we kept it going and now 

its picking up in my part of the business. 

• Zoom, of course, but also better communication systems such as MS Teams. 
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How has KM helped the organisation during Covid? 

The final optional question was “In what ways has KM been able to help your organisation deal with 
Covid-related change”. Free-text responses from the respondents were grouped into themes as 
shown in the pie chart in Figure 15.  

 

Figure 108 How has KM helped the organisation through the pandemic? 

The most common benefits KM has provided to the organisations have been the provision of 
knowledge to staff working remotely - both generic knowledge, and knowledge of the Covid response 
itself - and support for new ways of working - remote working, use of collaborative tools, and 
collaborative behaviours.  

A full set of answers is as follows (unedited other than for anonymity): 

• 1. better adoption of collaborative tools  2. better sharing of best practices (using the collaborative 

tools)  3. Communities of practice more active & they have adapted their ways of working 

• Access to high quality information 

• Adapt and mitigate the effects of COVID on the workplace efficiency; adjustment to online work; boost 

to Office 365/Sharepoint  

• Again a drive to capture observations more efficiently in a compressed timeframe and a better 

understanding of how to triage that and convert into useable data for the wider benefit (Lessons 

identified and the like). A continued thirst for sharing information 

• An effort to gather learnings from the organization's response to COVID has allowed us to leverage that 

effort to focus our initiative to drive the organization to more standard approach to capturing, sharing, 

applying project-related lessons learned. 

• Availability of knowledge resources online has reduced emailing 

• By helping to document practices to adapt to COVID, which has been useful for reporting to the donor 

and for business development. 

• By providing organized and updated resources 



Results from the Knoco Global Surveys of Knowledge Management, 2014 
through 2021, including Covid impact. 

© Knoco ltd 2021. Page 116 All rights reserved 

• Collection process was turned to digital environment right before March 2020 and remote work, all info 

and materials are available 24/7 in digital repositories  

• communication   learning  

• Connecting different parts of the company with various collaboration platforms for greater shared 

insight  

• COVID related knowledge needed to be created and shared quickly  More value placed on connections 

between people and content 

• COVID-response team used our workspace solution for their internal and external (within the company) 

purposes . 

• Created a platform to disseminate information in real time via new platform 

• Easy access to content and colleagues whilst working remotely has been a clear benefit to many. 

• Faster onboarding of new employees.  More consistent data processing (as people access the KM 

resources and not just 'the person they sat next to' 

• For business continuity, it was very efficient to have all content in one place as the peer to peer strategy 

was less seamless to the contrary of a central content repository for technical documentation. It was 

appreciated and acknowledged. 

• Forefront of setting up clear processes for use of on line VTC and MS Teams.  

• greater adoption of our digital workspace for news and content; greater adoption of Yammer for virtual 

communities 

• Having a central collaboration platform/intranet has really supported colleagues needing to work 

together in the cloud.  

• Helping the company to identify key information and to present it in the accessible way. Identifying 

Lessons learned of pandemic team 

• I think our organization gained some appreciation for what KM does to enable telework/remote work. 

But i believe that is more a universal observation that specifically divined by my org's leaders.  

• I think that people have realised that a good KM programme has paid dividends as people couldn't just 

'ask a mate' so they went to some of the knowledge stores or started to use forums a little more to get 

the answers they needed. 

• Identification of digital knowledge available in non-digital profiles 

• Impossible to tell. 

• It became the facilitator between departments, the 'glue' 

• It has forced us to focus on improving current technologies.  

• It has forced us to shift to electronic documentation in many areas. Additionally, there has been a shift 

to increase work aids to navigate through several processes - mostly those having to do with digital 

processes.  

• It has helped our IT Service Desk analysts to find solutions for tickets they are handling whilst working 

from home, as they are not sitting in the same room as each other anymore, they can no longer shout 

across the room for help when they get stuck.  Generally, the wider IT team members, new and old, are 

keen to use online resources to help them with their work and understanding of the complexity of the 

company, as they have reduced opportunity for asking questions 'on the fly' e.g. in the corridor, in the 

kitchen.  There is now a lot of support to grow our self-service IT documentation, again because people 

are working remotely, there is less opportunity for people to help one another (we have a long way to 

go with growing it though!) 

• it has served as a focus point for many divisions 

• It helped us through the use of ICT because there is more use of technology currently  

• It replaced offline personal 1 to 1 knowledge sharing, allowed to hire people for remote work without 

any issues with onboarding, training, informing. So improved KM program, let's say, provided the 

company with more stability and supported ongoing growth 
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• KM has been engaged with in-processing activities for personnel hired during COVID max telework, 

tracking employee COVID-related illness/deaths through a personnel response team, participating in 

employee engagement activities to help bridge the social gap during COVID, and developing a vaccine 

tracker for the Agency. 

• KM has underpinned successful roll out of many programmes launched in response to the pandemic 

including esignatures, use of M365, keeping a sense of internal community and data analytics to help 

support decision making during periods of rapid transformation 

• KM is a new function in my new company.  Remote working will continue for the foreseeable future 

and therefore, KM is a driver for operational efficiency. 

• KM is still in its "infant-phase" in our organisation. It's more a story of Covid help prioritizing our KM 

case than our KM helping through the Covid-changes.  

• KM pushed digital workplace transformation before the pandemic. This was important for the transition 

to the home-office. 

• Knowledge is captured in our Knowledge Library, and everyone can access this anywhere that they are, 

so even working remotely, this type of knowledge is available. 

• knowledge sharing 

• Main content already available online. So its access didn't change and remains accessible from search 

tools and databases. 

• More openness to new technologies and processes to support work.  

• More time to interact with km peers. Greater vigilance on global outreach and data analytics  in 

response to solutions and futureproofing the organisation 

• N/a 

• N/A 

• None 

• Our Covid community was the highest used community in our company history. Our colleagues are able 

to consult to their clients and the community is the one-stop shop for content, Q&A, news, press 

releases, etc.  We have helped shape the work from home way of working. People online, sharing and 

working collaboratively. We are helping shape the future of work. 

• People started using KM portal more often than pre-COVID days. That way we have more visibility and 

engagement.  

• People support one another-staying connected and sharing ideas through the use of various social 

media platforms. 

• Prior to COVID, we had a goal of breaking down silos and improving online collaboration between 

divisions.  COVID has amplified the importance of collaborating online. 

• Provide uptodate and worldwide references to log in from home - awareness of top management about 

critical knowledge 

• I work for the government, so we needed to respond to the pandemic and shift our focus to align the 

new proprieties to build the economy (recovery). 

• Self-service, more people can get their answers and act to resolve a gap. 

• Sharing covid related information 

• Special ll channel in ll db for covid ll to be shared ww  concepts for virtual meetings and ws  led 

• The pandemic has helped organizations understand the important real value of knowledge 

• Through the cleaned-up and clear structure in MS Teams established before the pandemic, internal - 

remote communication - could be done much easier and the transition was not that big. 

• TO CONTINUE WITH THE BUSINESS SINCE THE DOCUMENTATION IS ACCESSIBLE TO EVERYBODY 

• To identify key knowledge 

• Too early to tell 
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• We are helping our clients and organization adapt to working remotely and leveraging technology.  We 

organized task forces to address and share knowledge on rapidly changing issues. 

• We change the method into online 

• We have  seen more rapid legal tech adoption. 

• We have shared lots of difficulties and learnings, so we can say that thanks to KM we've dealt better 

with covid-related change.    

• We have understood better on how to adapt and restrategize our approaches. 

• Yes: the pandemic and the firm's response to it provided an opportunity to conduct 1-1 K Capture 

interviews and Retrospects with Business Resilience personnel.  This enabled KM to achieve a greater 

prominence outside Consulting than would probably have been the case otherwise. 
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Conclusions 

The responses to the survey, as shown in the graphs and text entries, demonstrate that Knowledge 
Management has stepped up and played a significant and valuable supporting role to organisations 
during the Covid pandemic. The move to remote and increasingly digital working, and the use of 
collaboration tools such as Zoom, MS Teams etc,  has been supported by KM in many ways, to ensure 
the continued provision of knowledge to staff working from outside the office.  

This supporting role has generated an increased understanding and demand for KM, and an increased 
level of organisational support from management. This has meant that the overwhelming majority of 
KM programs have not suffered significantly during the pandemic and associated recession, and have 
often expanded in reach and scope, if not always in budget. KM has had its challenges (new ways of 
working, the difficulties of remote knowledge sharing, a loss of the ad-hoc opportunities for 
knowledge exchange), but has also found some things easier, such as better access to staff, easier 
virtual collaboration, and a greater level of organisational support.  

You could argue that KM has proved its worth during these difficult times, and is the stronger for it.  

 


