The Knowledge Playbook

Foundations for Scalable Knowledge Management

My Approach: Knowledge is Capability

Knowledge is capability - it’s the power to act effectively, consistently, and with confidence. This
playbook outlines the key building blocks to reduce dependency, improve clarity, and prepare for
Al-ready operations.

Five Steps to Operational Knowledge

1.

Start with Decisions

Identify the critical decisions your organization needs to make. Knowledge should be
structured around what matters for decision-making, not just stored content.

Applicability & Boundaries

Clarify where knowledge applies, who owns it, and what its limits are. This prevents
duplication, confusion, and ensures knowledge supports the right processes.

Reduce Dependency

Minimize reliance on individuals by creating trusted workflows and governance
structures. This improves reliability and ensures operational continuity.

Scalable Governance

Implement standards, ownership models, and adoption practices that scale across
teams and systems. Governance ensures knowledge remains accurate, relevant, and
trusted.

Knowledge for Safer Al

Prepare knowledge so Al systems can operate safely and deliver value. Structured, high-
quality, and well-governed knowledge reduces risk and maximizes impact.




The Knowledge Maturity Shift
Organizations typically progress through four stages:

Fragmented Information — Knowledge exists but is scattered and unowned.
Organized Content — Centralized content exists but quality and relevance vary.
Trusted Knowledge — Governance, standards, and ownership improve confidence.
Decision Enablement - Knowledge actively guides workflows and business decisions.
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<+ Manyorganizations stall between stages 2 and 3. Progress requires structural change, not
simply adding more content.

The Five Pillars of Knowledge Management

1. Knowledge Strategy & Ownership — Who creates, maintains and retires knowledge.
Content Quality & Governance — Accuracy, relevance and trustworthiness.

3. Findability & Retrieval - Taxonomy, metadata and search design that work when you need
them.

4. Enablement & Adoption —Training and adoption embedded into daily workflows.

5. Measurement & Feedback Loops — Track adoption, decision outcomes, and content health.
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++ This playbook provides foundational guidance. Tailored application for your organization
requires context-specific alignment.

Al in Knowledge Management
Al can enhance KM maturity only when strong foundations exist. High-value applications include:

e |Intelligent search and retrieval
e Summarization of validated content
e Discovery of related knowledge

1. Using Al on ungoverned or low-quality knowledge can reduce trust and create risk.
Foundations first, Al second.

Closing Thought

Knowledge Management is no longer a support function - it is an operational capability. Structured
knowledge drives clarity, reduces dependency, and powers confident decisions.

Discover how these principles can be applied to your organization.




