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   知識管理必須要有價值，能協助組織應用知識資  知識管理必須要有價值，能協助組織應用知識資

產、成長營收，達成組織的長期經營目標產、成長營收，達成組織的長期經營目標

Reuse captured 
intellectual assets

EfficiencyEfficiency

Bring people together 
across time and geography 

to share ideas 

InnovationInnovation

CompetencyCompetency

Manage knowledge 
transfer to improve 

employee skills 

ResponsivenessResponsiveness

Marshall resources to 
respond to customer 

requirements

ASSET UTILIZATION REVENUE EXPANSION
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   獎勵

   鼓勵分享
和使用知識

 衡量
知識所帶來
的績效改善

Involved, pro-active 
professional leadership

Visible, committed 
executive leadership

環境因素

       願景 
未來大家想要共
同達到的境界

   價值系統
分享、使用知識的
文化和意願

     策略
知識管理與事業體
策略之結合

    流程 
產出預期成果
的決策和活動

    組織
落實流程的組織
及其溝通管道

   科技
整合公司網路、

知識的科技和系統

管理系統

    推動知識管理需要一套適合組織的知識管理架構
，以有效翠取和分享員工的經驗與智慧。

領導統御

領
導
統
御
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評估智本需求

公佈智本需求 

自實作者取得智本投書

查對智本投書
的完整性 

評估智本投書

批准或退回智
本投書

格式化和編輯
智本投書

歸類

發佈新智本

通告社群新發表
的智本

找到和擷取智本

假若需要，諮詢列
於智本裡的專家

提供回饋

參與討論 

Acquire
 取得

Use
應用

Publish
  發表

Structure
 結構

Value
 價值Evolve

 進化

   採取通用的智本管理流程或步驟，以有效結合網
路社群，共同創造與分享有價值的智本。
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IBM must leverage existing 
skills, methods, and assets
Reusable assets must become a 
larger percentage of total 
revenue on client engagements
Labor must become a smaller 
percentage of total revenue
Project teams will have the 
capability to quickly assemble 
high quality solutions developed 
from previously proven models
IBM will realize improved profit 
margins on engagements and 
increased customer satisfaction

Asset-based services

Revenue = Assets + People x Utilization x Rate

Labor-based services

Revenue = People x Utilization x Rate

Evolve

    KM需與組織的策略方向一致。例如：IBM以成為
『asset-based services』的主要提供者為策略方向
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   例子：IBM以知識管理作為『asset-based 
services』模式的根基 

Human-centered 
Assets

Infrastructure 
Assets

Market
Assets

Intellectual 
Property Assets

Protected by law:
Copyrights
PATENTS
Trade Secrets
Trade Marks

Brands
Positioning
Customer base
          Company name
          Backlog
      Distribution channels
Collaborations
Franchises
License agreements
Contracts

Understanding of 
Skills, Knowledge & 
Expertise of the 
Individual

Capturing and 
communicating  
"know  how" for 
reuse

Methods:
  Business processes
  Methodologies
  Systems
  Business Models
  Approaches
  Tools
Organization:
  Management Philosophy
  Propagation of Knowledge

Tacit Explicit

Knowledge Management
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S

ASSETS

ASSETS

EXPERT
ASSETS

COMMUNITY OF 
PRACTICE

KNOWLEDGE
SPACE

EXPERT

EXPERT

CUSTOMER, PARTNER 
ACCESS TO KNOWLEDGE 

SPACES IN COMMUNITIES 
AND PROJECTS

EXPERT

ASSETS

ASSET

ASSETS

ON DEMAND 
WORKPLACE ™
(ROLE-BASED 

PERSONAL 
PORTAL)

METHOD

SOLUTION

IPSC

ASSET

ASSET

DELIVERS EXPERTISE 
AND INTELLECTUAL 
CAPITAL ON DEMAND, IN 
CONTEXT WITH JOB 
ROLE AND TASK

EXPERT

EXPERT

CONTENT 
MANAGEMEN
T

EXPERTISECOLLABORATION & LEARNING INTELLECTUAL CAPITAL

PROJECT

KNOWLEDGE
SPACE

HARVEST

IMPROVE

CREATE

REUSE

KM SUPPORT ROLE

KM SUPPORT ROLES, SUCH AS 
CONTENT MANAGERS, PROVIDE 
KM SUPPORT TO COMMUNITIES 

AND PROJECTS

知識管理要能與員工日常作業融合，並有各種業務或知
識社群共同產生與重複使用智慧資本

KM CAPABILITIES, WHICH 
CONSIST OF PROCESSES, ROLES, 
TECHNOLOGY  AND SUPPORTING 
ENABLERS, ENSURE KM BECOMES 

BUSINESS AS USUAL

PORTAL & SUPPORT
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KM需具備足夠的能力，有效支援各利害關係人的業務目標6

On Demand 
Workplace

Knowledge Management

On Demand 
Workplace ™ Portal

Communities

IC

Collaboration

Expertise

Learning

PRACTITIONERS

CUSTOMERS

BUSINESS
PARTNERS

MANAGEMENT

EXTERNAL
ORGANIZATIONS
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PORTAL & SUPPORT

ASSETS

ASSETS

EXPERT
ASSETS

COMMUNITY OF 
PRACTICE

KNOWLEDGE
SPACE

EXPERT

EXPERT

EXPERT

ASSETS

ASSET

ASSETS

METHOD

SOLUTION

IPSC

ASSET

ASSET

EXPERT

EXPERT

EXPERTISECOLLABORATION & LEARNING INTELLECTUAL CAPITAL

PROJECT

KNOWLEDGE
SPACE

HARVEST

IMPROVE

CREATE

REUSE

例子：IBM的知識管理系統包含流程、組織、科技等能力，
並能融入員工的日常作業流程

KM SUPPORT ROLE

On Demand 
Workplace™ portal

Collaboration

Learning

Expertise

Asset lifecycle 
management

Intellectual Property 
assets

Practitioner support

Communities

Metrics and success 
stories

Derived from former BIS KM Strategy
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KM與服務生產作業流程整合，在服務的生產過程中就能有
效分享或重複使用知識，甚至產生新的知識

Solution/Offering
 Engagement Models 

WP

WP WP

WP

WP WP

WP

WP

WP

WP

WP

WP

WP WP

WP

WP WP

WP

WP

WP

WP

WP

WP

WP WP

WP

WP WP

WP

WP

WP

WP

WP

 

WP

WP WP

WP

WP WP

WP

WP

WP

WP

WP

WP

WP WP

WP

WP WP

WP

WP

WP

WP

WP

WP

WP WP

WP

WP
WP

WP

WP

WP

WP

WP

Existing Engagement 
Models / Work products

Business & Organization Application & Architecture Infrastructure/IT Mgmt Strat 
Outsourcing/Operations Engagement 

W PW P W PW P

W P

W P W P

W P

W P

W P

W P WP

W P

W PW P

W P

W P

W P

W P
W P

W P W P

W PW P

W P W P

W P

WP

W P W P

W P

W P

W P

W P

W P

Common Method Repository

Customize

Improve & 
Build

Intellectual
 Capital 

Optimization

Reuse

Harvesting

Hardening

Engagement
Specific
Instance 
(Project 

Teamroom)
Project Schedulers

Engagement Support 
Environment (ESE)

IGSM
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藉由IGSM與社群，員工的服務經驗和智慧將被轉化為資產，儲存於
智本資料庫，供大家重複使用、更新或創新。只要經過註冊的員工
，就可直接從智本資料庫或從攜帶型智本資料庫、知識入口站、知
識咖啡站擷取所需的知識。例子：ICM

Knowledge 
Portal

ICM 
AssetWeb

lCMLite

Knowledge 
Cafe

知識網

入口站

知識

咖啡站

攜帶型智本

管理資料庫

智本管理

資料庫網站
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例子：員工可以從知識入口站搜尋知識、專家、案例等

Knowledge Networks

Redbooks

TeamRooms

IBM Customer References

o

Project Profiles

ICM AssetWeb

Biographies

PEOPLE

PEOPLE

PEOPLE

Communities

Sales One

SectorNet databases

IBM Sales Compass

BCS Sale s  Co llate ral

IP Asset Catalog
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「商業智慧」社群成員將「商業智慧」相關的經驗和智慧整理在
Team Room裡，方便大家的擷取和研讀。例子：知識咖啡站
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混合式學習已進化到涵蓋數項教育與科技模組的拼圖
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IBM四層次的混合式學習模組

Learn through
Collocation

Face-to-Face

Get together, Build Communities & 
Relationships, Live it, Do it

Experience Based Learning

Learning Labs, Classroom, Mentoring, Role Playing,  
Coaching, Case Studies

Learn from 
Collaboration Discuss it, Practice it with Others

CollaborativeCollaborative Learning

Live Virtual Classroom, e-Labs, Collaborative Sessions, 
Real-time Awareness, Live Conferences, Teaming

Learn through 
Interaction

Multimedia

Examine it, Try it, Play itCBT/MBT Modules, Self-Directed Learning Objects, 
Interactive Games, Coaching & Simulations

Interactive Learning, Simulation & Games

Learn from 
Information Read it, See it, Hear it

InternetPerformance Support & Reference Materials

Web Lectures, Web Books, Web Conferences, Web 
Pages, Videos

Learn through
Collocation

Face-to-Face

Get together, Build Communities & 
Relationships, Live it, Do it

Experience Based Learning

Learning Labs, Classroom, Mentoring, Role Playing,  
Coaching, Case Studies

Learn from 
Collaboration Discuss it, Practice it with Others

CollaborativeCollaborative Learning

Live Virtual Classroom, e-Labs, Collaborative Sessions, 
Real-time Awareness, Live Conferences, Teaming

Learn through 
Interaction

Multimedia

Examine it, Try it, Play itCBT/MBT Modules, Self-Directed Learning Objects, 
Interactive Games, Coaching & Simulations

Interactive Learning, Simulation & Games

Learn from 
Information Read it, See it, Hear it

InternetPerformance Support & Reference Materials

Web Lectures, Web Books, Web Conferences, Web 
Pages, Videos

策略 方法 科技
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上課或
研討會

學

自習課程

管理和領導
技能評估

Basic
Blue

Managing
@IBM

Shades of 
Blue

Learning Space

HR Policies &
Practices

Coaching
Simulator

Going
Global

Leadership
Competencies

HR
Web

Business
Conduct
Guidelines

Leadership/
Management
Competencies

Productivity

與同儕
協同學習

與系統
互動學習

管理和領導
能力評估

Learning Labs

Basic
Blue

Managing
@IBM

Shades of 
Blue

Higher order skills and proficiencies

Collaborative Learning

Interactive Learning Modules, and Simulations

Manager QuickViews

Management & Leadership Competency Assessments

Group learning from peers/experts

TeamRoom CustomerRoom Learning Space

HR Policies
& Practices

Coaching
Simulator

Going
Global

Leadership
Competencies

Understanding & Practice

HR
Web

Business
Conduct
Guidelines

Leadership/
Management
Competencies

Productivity
Awareness & information

e化學習：以學習者為中心，將學習分為「自習課程、與系
統互動學習、與同儕協同學習、上課或研討會」四種模組。
例子：Management Development e-Learning Model
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例子：主管培育─自習課程
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寰宇大學、業務指南、及主管培育的課程都建有「與系統互動學習」
機制，主管培育係透過電子老師〈Edvisor〉，提供學員七天二十四
小時的「與系統互動學習」。此外，員工可以應用Team Room組成社
群，與同儕協同學習。例子：與系統互動學習 ─ 主管培育
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例子：與同儕協同學習。
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Further Complication
Most companies have 100s of 1,000s 
of disconnected intranets

Self-service HR
Filtered internal /  
external content

Messaging
Portals
Search

Collaboration
e-Learning

Document / Content 
Management

People Finding
Workflow

Application Integration

The Goal
Integrated and configurable 
On Demand Workplace 
整合且員工可自行配置的
動態式工作環境

大多數企業機關的員工在執行任務或做決策時，需大費周章地從不同
來源取得相關資訊，很多資訊甚至索取無門。但本公司員工可以依照
自己的工作性質，將作業流程、知識、線上學習等整合在自己的電腦
桌面上，彈指之間完成工作、取得資訊或從事學習等。
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員
工
與
生
活

員工

多重管道

任何時間

任何地點

員
工
與
員
工

Shopping
Finances
Leisure
Entertainment

Collaborative 
commerce
Transactions
e-meetings
Instant 
messaging
Collaboration

Yellow pages
Corporate 
messaging
e-HR

Virtual help desk
e-Procurement
e-Learning

Collaboration
Instant messaging
Expert location
e-meeting / 
Webcasting
Community support

Role related 
information sources 
/ aggregation
Role related 
applications
Measures
Financials
Customer 
information

員
工
與
工
作

員
工
與
外
界

員
工
與
公
司

以員工的角色為主，建構動態式工作環境，讓員工可以經由有線或
無線網路，隨時、隨地上網執行作業流程、線上學習等。
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ApplicationsApplications

Team ToolsTeam Tools

e-HRe-HR

Business Business 
AppsApps

Mail & Mail & 
CalendarCalendar e-Learninge-Learning

PeoplePeople

Content ManagementContent Management Corporate MessagesCorporate Messages
Tailored Tailored 
NewsNews

Instant Instant 
MessagingMessaging

Expert Expert 
LocationLocation

依需要調配好電腦桌面後，員工便可從桌面上輕鬆地執行日常作業
、尋找專家和智本、學習等，享受真正的One Stop Service。
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   鼓勵分享
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未來大家想要共
同達到的境界

   價值系統
分享、使用知識的
文化和意願

     策略
知識管理與事業體
策略之結合

    流程 
產出預期成果
的決策和活動

    組織
落實流程的組織
及其溝通管道

   科技
整合公司網路、

知識的科技和系統

管理系統

    推動知識管理需要一套適合組織的知識管理架構
，以有效翠取和分享員工的經驗與智慧。

領導統御

領
導
統
御

2



知識管理

© 2004 IBM Corporation成就客戶、創新為要、誠信負責

KM需具備足夠的能力，有效支援各利害關係人的業務目標6

On Demand 
Workplace

CommunitiesExpertise

Collaboration

Learning

Knowledge Management

On Demand 
Workplace ™ Portal

Communities

IC

PRACTITIONERS

CUSTOMERS

BUSINESS
PARTNERS

MANAGEMENT

EXTERNAL
ORGANIZATIONS
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