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ABSTRACT

There is consensus that explicit knowledge is information. In addition there is facit
knowledge that exists in the human minds. Tacitknowledge is applied unconsciously.
It is a result of people \ Agents Interactions with each other and the environment.
While explicit knowledge in the form of skills and competencies is normally ac-
quired through training and Interaction, tacit knowledge is difficult to articulate.
It is something that often cannot be expressed (Polyani 1966, Polyani 1996). Here
we present various ways in which the creation and use of tacit knowledge can be
assisted to become part of the Enterprise Knowledge Infrastructure to enable the
BioS goals of the complex system.

How does knowledge management benefit the organization?

*  How is knowledge used in the delivery of services and to reduce Interaction
costs?

*  What are the different aids to knowledge management?

*  How can knowledge be captured?

*  What processes and electronic tools enable the evolution of practice knowl-
edge?
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Figure 1. Knowledge management goals for service delivery - providers perspective

% Deliverable

CustomerSLs

\ __Interaction ™

. lRequirements Execute Deliver ij
Managedroles, assignments,
andresources

Plan & Execute Monitor & Analyse
@ Provider's OLs @
Moritor
Plan;

: Knowledge BioS value add
- Enhance services to meet OLs Anahvze
_ Change requests -High-impact opportunities ,

Execute:: -High-risk roles for improved
- Use enhancements OLs

Knowledge is a “fluid mix of framed experience, values, contextual information,
and expert insight that provides a framework for evaluating and incorporating new
experiences and information. It originates and is applied in the minds of knower.
In organizations, it often becomes embedded not only in documents or repositories
but also in organizational routines, processes, practices, and norms” (Davenport
1998). The business challenge for service-oriented organizations is to provide an
environment within which knowledge is actively discovered, captured, shared,
vetted, and delivered to improve the service. Since Knowledge is an asset, to what
extent should investments be made in its management?

Knowledge discovery related to services is the process of discovering interesting,
non-trivial patterns in information that help deliver more effectively. The discovery
process targets Interactions and knowledge applied by Roles. Knowledge is often
discovered by generating information from data while practicing. This type of
reflective knowledge (Schon 1979) can be obtained by monitoring Interactions and
by abstracting or mining non-trivial patterns (rules or associations for example)
from the information. The discovery process can also be done using numerous
methods and aids - visualization, data mining, statistics, neural networks, math-
ematical modeling and simulation, or even organizational processes. See Despres
and Chauval 2000 for an overview.

Copyright © 2009, IGI Global, distributing in print or electronic forms without written permission of IGI Global
is prohibited.



32 more pages are available in the full version of this
document, which may be purchased using the "Add to Cart"
button on the publisher's webpage: www.igi-
global.com/chapter/management-monitoring-mining-service-
knowledge/6598

Related Content

Business Analytics in Sport Talent Acquisition: Methods, Experiences, and
Open Research Opportunities

Rocio de la Torre, Laura O. Calvet, David Lopez-Lopez, Angel A. Juanand Sara
Hatami (2022). International Journal of Business Analytics (pp. 1-20).
www.irma-international.org/article/business-analytics-in-sport-talent-acquisition/290406

Management of Virtual Teams and Capabilities in Business Networks
A.T. Juntunen (2012). Managing Dynamic Technology-Oriented Businesses: High-
Tech Organizations and Workplaces (pp. 30-47).

www.irma-international.org/chapter/management-virtual-teams-capabilities-business/67427

Advance Information Sharing in Supply Chains

Qiannong Gu, Xiuli Heand Satyajit Saravane (2014). Encyclopedia of Business
Analytics and Optimization (pp. 46-56).
www.irma-international.org/chapter/advance-information-sharing-in-supply-chains/107213

A Mathematical Foundation for Stochastic Opinion Dynamics

Luis E. Castroand Nazrul I. Shaikh (2019). International Journal of Business Analytics
(pp. 20-42).
www.irma-international.org/article/a-mathematical-foundation-for-stochastic-opinion-
dynamics/218833

Analysis of Dynamics Competitiveness by Using Strategic Groups Maps:
Case of Furniture Industry

Hamed Aboutorab, Alireza Aslaniand Mohsen Nazari (2018). International Journal of
Business Analytics (pp. 52-66).
www.irma-international.org/article/analysis-of-dynamics-competitiveness-by-using-strategic-

groups-maps/205643



http://www.igi-global.com/chapter/management-monitoring-mining-service-knowledge/6598
http://www.igi-global.com/chapter/management-monitoring-mining-service-knowledge/6598
http://www.igi-global.com/chapter/management-monitoring-mining-service-knowledge/6598
http://www.irma-international.org/article/business-analytics-in-sport-talent-acquisition/290406
http://www.irma-international.org/chapter/management-virtual-teams-capabilities-business/67427
http://www.irma-international.org/chapter/advance-information-sharing-in-supply-chains/107213
http://www.irma-international.org/article/a-mathematical-foundation-for-stochastic-opinion-dynamics/218833
http://www.irma-international.org/article/a-mathematical-foundation-for-stochastic-opinion-dynamics/218833
http://www.irma-international.org/article/analysis-of-dynamics-competitiveness-by-using-strategic-groups-maps/205643
http://www.irma-international.org/article/analysis-of-dynamics-competitiveness-by-using-strategic-groups-maps/205643

