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EXECUTIVE SUMMARY 
The Ministry of Forests faces an unprecedented number of retirements.  These 
retirements will result in many staff shifting to new positions in the Ministry and or 
leaving for other organizations.  Corporate succession initiatives are intended to address 
broad recruitment, retention, and training issues that will be of concern to the Ministry.   
Forestry Division also faces significant loss of knowledge capital including unpublished 
reports and software, tacit or individual knowledge, and contact networks. 
 
This project was undertaken to determine if there might be some simple methods for 
capturing information and knowledge, both tacit and concrete, held by key individuals in 
Forestry Division, in order to minimize the impact on the organization when an employee 
leaves or moves to another position.   
 
Information was gathered from external sources through a literature review, and from 
internal sources through interviews of 19 Forestry Division staff.  The results were then 
compiled under three main topic headings: product storage, tacit knowledge, and 
contacts.  
 
Currently, assets of lasting value are stored in various formats and locations.  As a result, 
the chances of retrieving a specific asset when it is needed, are uncertain.  A number of 
options for knowledge retention exist, the selection of which will depend on the 
perceived value of existing and future knowledge assets, and the future direction of the 
ministry.  There is overwhelming recognition of the need for staff overlap or mentorship 
to ensure continuity of knowledge.   

Workable solutions to knowledge management in the Forestry Division will need to meet 
the following criteria: 

• minimize additional workload;  
• have a relatively small impact on budgets;  
• be easily incorporated into existing processes; and 
• effectively retrieve stored information. 

 
Based on the criteria for successful implementation, the following initiatives are 
recommended: 

1. provide overlap between departing and incumbent employees;   
2. during this period of overlap, introduce incumbents to key contacts; 
3. establish a protocol for standardized document storage and retrieval;  
4. incorporate product transfer into existing business processes; 
5. conduct succession interviews with all departing staff for the purpose of 

knowledge transfer and retention; 
6. involve supervisors in knowledge transfer; and, 
7. create a searchable resource “map” to help the organization locate knowledge 

resources. 
 
These seven initiatives would provide a framework for effective knowledge transfer of 
unpublished material, tacit knowledge and contact networks.   
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Several other recommendations were made, but they would require a greater commitment 
of time, resources, or effort to incorporate into existing processes. 
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1. INTRODUCTION 

1.1 Purpose 
Knowledge management means sharing, collecting, storing, valuing, enhancing, using, 
and learning from existing knowledge.  Sharing information creates knowledge, whether 
it is through conversation or recorded on paper or computer.  This knowledge may be 
concrete and collectable or it may be tacit and reside only with a few people.  

The purpose of this project was to identify efficient methods for capturing information 
and knowledge, both tacit and concrete (explicit), held by key individuals in the Forestry 
Division of the Ministry of Forests.  This knowledge must be captured in order to 
minimize the impact on the organization when an employee retires or moves to another 
position.  

The project entailed investigating three related issues, as follows. 

1. Product Storage  
What are current staff product storage methods, locations, and reasons for placement 
in a particular area?  What is the media format (hardcopy or electronic)?  What are 
the problems with, and suggestions for, dealing with the current storage systems? 

2. Tacit or Individual Knowledge 
How does the Ministry deal with both successful and unsuccessful projects, or 
significant events that have taken place in the last few years, and how has the 
knowledge from these events been retained and used?  Can information or tacit 
knowledge be accessed and how can that knowledge best be shared with new 
employees or work groups?   

3. Contact Lists  
Would contact lists be valuable resources for new incumbents?  If such lists would be 
valuable, where would they be located and how could these lists be shared? 

1.2 Background 
Succession planning and knowledge management are significant pending issues for the 
Ministry of Forests in general and for the Forestry Division in particular.  As discussed in 
the presentation, “Framework for the Future,” corporate succession initiatives are 
intended to address broad recruitment, retention, and training issues that will be of 
concern to the Ministry.1  

                                                 
1 Mader and Sharon 2000. 
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According to this report, the average age of Ministry of Forest employees is 47 years.  
Projections indicate that by 2010, fully forty percent of Ministry employees will have 
reached the age of 55.  Consequently, the Ministry is about to face an unprecedented 
number of retirements.  These retirements will not only see the departure of many senior 
employees but will result in staff shifting to new positions within the Ministry.   

Among the employees nearing retirement age are many specialists who are the sole 
practitioners in their area of expertise.  In the absence of a mechanism to systematically 
collect and store the knowledge of these individuals, their departure will result in the 
permanent loss of valuable information. 

Within Forestry Division, many branch staff working in forest practices, research, 
resources inventory, timber supply, tree improvement, and related services are highly 
specialized, making their branches particularly vulnerable to knowledge loss.  These 
branches are concerned with the production and sharing of knowledge, creating a 
business where knowledge is currency and where the retention of this knowledge is vital. 

Existing business processes within government are used to collect and trace concrete 
knowledge. For example, 

 The Administrative Records Classification System (ARCS) and the Operational 
Records Classification System (ORCS) have been designed to store and retrieve 
information necessary for access over the long term.  

 The Ministry library is a large depository of knowledge.  

 The Internet has allowed significant amounts of Ministry information to be 
available to the public, and the Intranet has allowed internal sharing by Ministry 
staff.  

 Ministry project information is communicated through business planning and 
reporting.  Performance planning and review processes have also been used to 
gather knowledge about the progress and work projects of employees.  

 The Performance Management System, currently under development, outlines 
the three-year plans for 14 core business areas and several “shadow” areas.  
These plans are shared to ensure accountability and progress.  

1.3 Criteria for a Solution 
A workable solution to the knowledge management issue facing the Forestry Division 
must meet the following criteria. 

1. Minimal Additional Workload 
Any solution must minimize additional workload.  Imposing a significant amount of 
extra work on employees who are already working beyond capacity is simply not 
feasible.  
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2. Low Cost 
Finding funding for projects is always difficult, so any initiatives must have a 
relatively small impact on budgets. 

3. Easy Incorporation into Existing Processes 
Any solution must be easily incorporated into existing business processes, and result 
in minimal disruption.  

4. Effective Retrieval of Stored Information 
Any recommendations concerning product storage must improve the ability to save, 
locate, and retrieve important documents.  

 

 

2. PROJECT METHODS 
This research project had two parts: a literature review and a series of interviews.   

The literature review was conducted on topics pertaining to succession planning, 
knowledge management, corporate memory, interviewing, and transferring knowledge.  
Sources included:  government documents, ministry libraries, the University of Victoria’s 
McPherson Library, personal contacts, Internet websites, and Internet news groups.   

Interviews were conducted to solicit suggestions on knowledge management from 
Forestry Division employees.  In preparation for the interviews, interviewing techniques 
were researched to ensure that pitfalls such as leading questions, biased views, and 
improper questions were avoided.  In addition, techniques to maintain an open 
conversation were examined.  Exit interviews were also researched to see if they could be 
useful in an overall plan for preserving knowledge.   

Forestry Division branch directors were informed of the project by email from the 
Forestry Division Services Branch (FDSB) Director and were requested to submit a list 
of three to five people who would be appropriate to interview.  Kathy Hopkins and 
Susanne Barker of FDSB also suggested potential interview candidates.  In all, staff from 
five branches were represented: Research, Forest Practices, Timber Supply, Tree 
Improvement, and Resources Inventory. 

When a list of possible interviewees was assembled, an interview was scheduled with 
each.  Nineteen people were contacted and all agreed to be interviewed.  The interviews 
were conducted over a 2.5-week span.  

A set of interview questions was drafted and a practice interview was conducted.  In the 
event that anyone decided to donate material to the library, a special storage system was 
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established.  A project introduction and the set of interview questions were then emailed 
to each candidate.  

The same interviewer conducted all the interviews and all were audiotape recorded with 
the permission of the participants.  All participants had similar questions but not all 
questions were asked or answered.  It is estimated that the entire process for each 
interview required a total of between four to five hours, from the original contact to the 
completion of transcribing the interview.  

Of the 19 staff interviewed, eight were managers or had recently held management 
positions, while eleven were non-management specialists.  Seven participants indicated 
that they either were retiring shortly or would be doing so within the next two to five 
years. 

 

 

3. LITERATURE REVIEW 
Numerous books and many journal articles have been written on knowledge 
management.  Many authors simply recommend that knowledge management initiatives 
be created, while others offer a precise equation for the most effective path to what is 
termed a “learning organization.”  No matter how general or specific the approach, all 
agree that,  

Most of the value of human capital is tied up in the tacit knowledge of individuals 
(how to do something that is innate and difficult to verbalize). This may prove 
costly, especially if an employee is dismissed or retires without having made his 
or her knowledge explicit and accessible to all in the organization.2

The Internet also provided many resources under the umbrella term “knowledge 
management.”  Web pages list companies that organize systems and create knowledge 
environments.  News groups are also dedicated to this topic.  One in particular was the 
Interdepartmental Knowledge Management Forum (IKMF), involving different sectors of 
the governments of Canada as well as the general public.  Discussions take place on 
various challenges and opportunities to people working within the knowledge 
management sector.  

Following is an overview of some of the more relevant work uncovered during the 
literature review.  First is some general information on the status of knowledge 
management initiatives in the private and public sectors.  More details are then presented 
in the areas of succession planning, knowledge transfer, exit interviews and similar 
projects. 

                                                 
2 Lynn 2000, p. 49. 
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3.1 Private Sector 
Many businesses (e.g., Proctor and Gamble, Merck, IBM, General Motors, Lotus, Xerox, 
Ford, Texas Instruments, MIT, Buckman Labs, Coca-Cola, Phillip Morris, Saab, 
Microsoft, UPS, Motorola, Shell, 3M, Polaroid, Disney, and Hallmark) and most banks 
and financial institutions have started knowledge management initiatives.  

British Petroleum has established Peer Assist Groups to provide expertise to work groups 
who are having difficulties.  They give input without taking control from the existing 
group.  Tandem Computers has an email system for employees to post questions that will 
be answered by subject experts in the organization.  Both initiatives will help their 
respective organizations to avoid repeating past mistakes. 

At Ernst & Young, when a consultant has completed a project, a Lotus Notes checkpoint 
automatically asks, “Have you submitted the valuables?”   A “no” answer will generate 
an email reminder.   

KPMG Canada has implemented a database that allows employees to query who within 
the organization has expertise in a specific topic area.  This database includes KPMG 
employees worldwide.   

Chevron has a “Best Practices Resource Map,” which allows employees to locate 
knowledge resources within the organization.   

AT&T has created a program called “Succession Plus,” which gives executives easy 
access to information about leadership needs, key positions, individuals, and 
development activities.   

3.2 Public Sector 
It should be noted that parallels between public and private sector succession 
management must be made cautiously.  At the same time, governmental examples of 
knowledge management are more difficult to find.   

An article by Schall (1997) examined the issues of succession planning in the public 
sector of the United States but concentrated on the executive level.  This article describes 
how leaders can leave their positions but still have their plans and projects carried on 
successfully. 

The U.S. Army has set up the “Centre for Army Lessons Learned,” which examines the 
Army for gaps in knowledge, searches for opportunities to obtain that knowledge, gains 
it, and then incorporates it into the Army’s knowledge base.  

Ontario’s Workplace Safety and Insurance Board (WSIB) implemented a Lotus 
Notes/Domino platform, whereby employees can converse in chat rooms.  The minutes 
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are stored automatically, allowing all logged-on members to view a conversation as it 
occurs.    

The Canadian Forest Service (CFS) describes its mandate on knowledge management in 
the document, “Managing Knowledge at the Canadian Forest Service.”  The document 
outlines six main objectives:  

1. Manage CFS knowledge assets. 

2. Link knowledge and foster sharing across CFS networks and programs. 

3. Enhance knowledge synthesis and production of knowledge products in the CFS. 

4. Disseminate digital data, information, and knowledge about Canada’s forests. 

5. Facilitate knowledge production to support sustainable forest management in 
Canada.  

6. Share knowledge to promote the competitiveness of Canada’s forest sector. 

CFS has also recognized 14 “next steps” towards creating the CFS “Knowledge 
Infrastructure,” but their publication does not list specifics related to these issues. 

The Australian Bureau of Statistics (ABS) created a knowledge management 
development strategy with the goal of enabling staff to technically and culturally create 
what they refer to as a “knowledge-focused organization.”  Incorporated into this strategy 
is a training program module called “Sharing Information in the ABS Environment.”  
Separate sections explain the objectives, the definition of knowledge management, why 
knowledge management is used, what each person and each work group can do towards 
creating a knowledge-sharing environment, and what initiatives are being conducted.  
The Bureau of Statistics identified eleven different issues, all very similar to those facing 
the Ministry of Forests. 

Locally, British Columbia Statistics (BC Stats) developed an outline for succession 
planning in the BC government.  This outline includes statistics on employee loss and 
retirements and describes the three main challenges the BC government will be facing, 
namely: 

1. “Necessity for Succession Planning,” which summarizes the issues concerning 
people being groomed to take over senior positions.  Among the challenges is the 
fact that senior people might be either nearing retirement or may be lured away 
by other companies.  This section also deals with the difficulty of planning for 
succession in a system that requires open competition for all positions.  This 
system discourages the practice of grooming successors to a position.  

2. “Labour Shortages and External Recruitment Problems,” which describes the 
labour shortages and the need to compete for skilled staff.  

3. “Staffing Action Backlogs,” which talks about the “domino effect” of promoting 
from within to fill senior positions.  This may open up many positions that may 
be difficult to fill.  
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3.3 Succession Planning 
Many studies acknowledge that planning is needed before employees leave, and they give 
specific methods for creating succession planning.  Some studies recognize that large-
scale retirements are going to occur, but the literature on succession planning largely 
deals only with senior members of organizations or heads of family businesses.  The 
literature tends not to acknowledge the sheer number of people retiring, the magnitude of 
which necessitates internal succession plan development.  

Today, many companies are sharing knowledge internally at an accelerated rate, so they 
may not be as affected by the loss of people as others may be.  Nevertheless, all 
companies will be affected by the loss of people through retirement and/or competition 
by other firms for new employees.  Data on new workers, ages 15 to 24, suggest a youth 
workforce that is levelling off relative to the escalating number of retirements.3  This 
poses the question, “If no one has been in their position for more than a few years, who 
will explain to a new individual details about procedures and the organization?  

Development Dimensions International (DDI) assessed the general trends for succession 
management across 500 companies.  Their findings suggest that organizations with the 
most successful succession management systems: 

 Involve the CEO. 

 Have the support of senior management. 

 Involve line management in identifying candidates. 

 Use developmental assignments. 

 Link succession management plans to business strategies. 

In organizations that had efficient succession management systems, such methods were 
used 50 percent more frequently than in those whose systems were less effective. 

3.4 Knowledge Transfer 
The literature discusses knowledge transfer as a subset of the knowledge management 
system.  Numerous studies have tested effective methods for passing on information to 
others.  For example, one paper presents a model to assess the efficiency of knowledge 
transfer within an organization.   

The United States Centre for Technology in Government has examined how knowledge 
networks perform, focusing on barriers and measures of success for sharing information 
between different areas of government.   

                                                 
3 BC Stats 2000? 
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Another report suggests that it is important for companies to detect gaps in their own skill 
inventories and to take steps to address the problems.  

3.5 Exit Interviews 
Studies have examined how employees react to exit interviews and how that reaction 
influences their responses.  Some employees may not give a full or honest appraisal due 
to a variety of factors.  Knouse and Beard (1996) examined in detail the willingness by 
employees to discuss a variety of issues.  Giacalone and Knouse (1997) review aspects of 
interviews that either allow or do not allow honest responses, while Stern (1992) and 
Harris (2000) explain effective methods for leading exit interviews and point out 
problems to consider.  

3.6 Similar Projects 
As part of this research, a brief survey was undertaken to determine if other organizations 
were conducting similar projects.  There were two.   

The U.S. General Services Administration (GSA) concluded that it would be important to 
extract information on how the 2000 census was conducted.  This was the first time the 
GSA had carried out the census and the next one would not be for another nine years.  It 
was considered necessary to record and extract the knowledge participants had learned.  
Subsequently, managers were videotaped as they talked about what they had experienced 
and what they had learned in the process.  In addition, all managers’ formal reports were 
retained.  

A second group conducting a project similar to the Forestry Division review is the 
Thematic Group on Services for the Urban Poor at the World Bank.  It has developed 
“Tacit Knowledge Downloads,” which use interviews to gather tacit knowledge of 
lessons, experiences, and evolution of programs.  

 

 

4. RESULTS 
The results of this study fall into three categories: product storage, tacit or individual 
knowledge, and contact lists.  Each of these categories contains two sub-categories: 
internal sources and external sources.  Internal sources represent responses from the 
interviews, and external sources represent the results from the literature review. 
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While the literature review was extensive, the intent was to locate specific examples of 
how individuals or companies deal with the loss of information resulting from retirement.  
Many companies, papers, books, and governments acknowledge upcoming retirements, 
unfortunately little detailed information is available on how to address this issue.  In 
particular, examples of small-scale initiatives were rare. 

During the interviews, a few people expressed concern about the intended use of the 
interview information and the security regarding it.  However, no one was hesitant about 
sharing what they knew.  Even though the interviewer was not familiar with the science 
and technical background of the participants, most interviewees clearly explained what 
they do and how they do it.  It appears that the participants are prepared to share, the 
appropriate system just needs to be in place to facilitate that sharing. 

In at least one of the Forestry Division branches, this project prompted extensive 
discussions among staff regarding knowledge management and transfer issues.  Perhaps 
raising awareness of these issues facing the Ministry of Forests in the coming years will 
help bring about necessary change.  

4.1 Product Storage 

Internal Sources 
Product storage touches on a number of different issues such as office filing, 
ARCS/ORCS, storage locations, media for information, and workloads.  A few 
participants felt that their products were being stored adequately and, if the products were 
published, that they also were being stored adequately.  However, more than half of the 
interviewees commented that there were problems with either the requirements for or 
methods of storage.   

A central concern focused on the sheer volume of information, the absence of a simple 
method to store and retrieve it, and the necessity to decide what should be kept.  There 
was also a concern that when employees retire, their files are placed in boxes that are sent 
to storage or are thrown out.  These files may be unique and highly valuable but they may 
never surface again.  The same holds true for photographs, movies, and other ephemera 
owned by the Ministry of Forests. 

Much valuable information is being stored only on personal computers.  At the same 
time, there are problems with files that make it onto a website.  If files are not accessed 
regularly they may not be updated to the current program configurations, or they could be 
removed from the website and deleted.  It was suggested that there be a way to store these 
files properly.  

About half of the participants retained products in both hardcopy and electronic versions. 
The other half was split between hardcopy and electronic.  In addition, the locations 
where products were stored varied and most participants used more than one storage 
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location.  The storage locations used by participants are listed in Table 1.  Many 
interviewees also said that they intended to retain “grey” literature for their own use and 
to pass it along to future employees.   

Table 1. Number of participants who use each storage system.  
 
Method Participants using method 
ARCS/ORCS 10 
Personal office 8 
Workgroup “G drive” 5 
Website 5 
Section filing area 4 
Library 3 
Archives 2 
EP system (Research 
Branch) 

2 

   Total 39 

Note: 19 participants were interviewed. Most participants  
 use more than one system. 
 

Many interviewees felt that saving some of the Ministry information and knowledge was 
important but acknowledged that although storage does appear to be occurring, it is not 
within an organized system.  Staff were asked if important files were being kept in 
personal filing cabinets.  Many people said that they did have important information in 
their offices that should be retained and offered different methods for storing this 
material.  Working files were often stored in the office, but could also be located in a 
section filing area, in ARCS/ORCS, or on a website so that there would be more than one 
accessible copy.  

Other staff kept the only copy of important files in their office, often due to a lack of 
confidence in the current filing systems.  Concerns were also expressed about the 
ultimate fate of government photographs, historical documents, documents or emails that 
discuss important decisions, films and videos, memorabilia, original artwork, and graphs 
that can be interpreted by only one person.  

How the many different filing systems for printed and electronic data are used varies 
among individuals.  Some interviewees feel that there are fundamental flaws with 
ARC/ORCS, and how electronic information and documents are handled.  This may 
reflect the design of the storage systems and/or the time commitment required of the 
employees to implement the system.   

Several interviewees suggested that thought should be given to over-reliance on computer 
storage.  For example, if only 30 percent of staff have ready access to the Internet, sole 
reliance on it will exclude the majority.  
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Some staff questioned the feasibility or usefulness of gathering and saving information 
assets.  Some felt that even if an efficient retention program was established (so that all-
important documents were retained and could be easily found), workload would preclude 
even the new incumbents from reading the information.   

This concern highlights the importance of wise material retention.  Only assets of lasting 
value are recommended for retention, and they need to be easily and rapidly retrievable 
by whoever needs them.  It is not suggested that incumbents should read the reports 
produced by their predecessor, rather to be aware that the reports exist and be able to 
refer to them if and when necessary.  

To minimize additional workload, staff suggested developing a small summary of all of 
the key reports for the section.  Others indicated that new staff would not need to do such 
research if there is adequate communication among work group members.  

External Sources 
The bulk of external information on product storage concerned information technology 
(IT) for product storage.  Most IT knowledge management initiatives had a 
predominantly technical slant, dealing with computers and programs to encourage 
knowledge sharing.  For example, one company uses a computer application to track 
when projects are submitted; it then sends an electronic message to ask if the products 
have been placed in the proper locations. 

4.2 Tacit or Individual Knowledge 

Internal Sources 
Surprisingly, some of the interviewees had never considered passing on information and 
had no plans to leave anything formal for the next person.  Some felt that their co-
workers would be able to brief the new incumbent.  For others, the interaction with a 
supervisor was a key component to maintaining continuity during change.  One 
interviewee felt it was entirely the responsibility of their supervisor to share information 
with their successor.  

Regardless, every respondent mentioned one or more of the following terms to describe 
the best methods for conveying tacit or individual knowledge: overlap, personal contact, 
mentoring, work with or together, personal debriefing, interview, crossover, retirees 
come back to share, phasing retirees out by sharing a job, understudy, and apprenticeship.   

For sharing or passing on knowledge, most people felt that interpersonal contact was the 
best method.  Some employees had prepared a paper or report for the new incumbent (or 
had one drafted) while others mentioned that they planned to write one up for the next 
person.  These methods would often be complemented with the early hiring of the new 
incumbent so that overlap could occur.  Other suggestions included hiring retirees back 
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on contract, conducting workshops with retirees and new incumbents, or creating a 
position similar to that of Professor Emeritus at universities.  The Professor Emeritus 
program allows retirees to stay on, on a part-time basis, and continue to contribute to the 
university after official retirement.   

Some interviewees indicated that such a program existed previously in the Canadian 
Forest Service.  Adopting the program in BC would allow imminent retirees to interact 
with the new incumbent, show them where important historical and current files are 
located, transfer files from their computers, demonstrate procedures, and facilitate an 
introduction to contacts.  This process would also focus on much more than just technical 
information, with the presumption that the incumbent should have the appropriate 
technical knowledge.  The range in time that was felt to be required for such overlap 
ranged from several hours to six months.  

No interviewees talked directly about exit interviews.  However, some suggested either 
asking the departing person to document the projects they were working on, or asking the 
new incumbent to come in and interview the person leaving. 

Some comments were received about the Ministry learning from mistakes.  More than 
one-third of the participants felt that the Ministry had a problem with properly recording 
lessons that had been learned.  In some cases, where significant problems were 
encountered, staff felt that the event was properly recorded, but in the majority of cases it 
was perceived that the recording process was lacking and that opportunities to learn from 
these experiences were missed. 

Reorganization was a common theme.  When queried about significant events that have 
affected participants in their careers, more than one-third mentioned reorganizations.  
Many respondents mentioned inadequate follow-up information on the success of the 
reorganization and an explanation of whether or not the Ministry had achieved its goals.  
Others did not feel that the goals of the various reorganizations were ever clearly 
articulated to staff. 

External Sources 
There is a sizable body of literature on sharing tacit knowledge.  In fact, this appears to 
be the main aim of knowledge management initiatives for most companies concerned 
with this area.  This is appropriate because sharing tacit knowledge is one of the most 
difficult aspects of knowledge transfer. 

One of the ways that most companies share tacit knowledge is through mechanisms to 
facilitate communicating with experts in the company.  For example, one company 
(British Petroleum) allows groups working on projects to call in others in the 
organization whom they consider to be experts in the field.  These expert groups will 
assist the original group with all of their questions and problems.  The experts give their 
knowledge freely and do not receive any payment for their participation (other than 
costs).  Rewards are intrinsic and it is considered a privilege to offer expertise to other 
groups.   
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Another company (Tandem Computers) implemented an internal email system where 
questions could be posted and would be answered by subject experts within the 
organization.  This would be useful for businesses where projects are not very similar 
between groups but where some of the concepts may be the same. 

Internet news groups allow people from around the world to converse on knowledge 
management issues.  One news group in particular (the Interdepartmental Knowledge 
Management Forum hosted by eGroups) allows public sector employees from across 
Canada to participate in an open dialogue on knowledge management.  Such forums 
allow questions to be brought forward that might not be answered at work or in 
workshops, as well as providing an arena for creating contacts and learning from other 
organizations.   

In a similar manner, one company has established chat rooms where employees can 
converse.  These chat rooms store minutes automatically and therefore allow all 
participants to view the conversation as it occurs.  Contributions from anyone within the 
organization are welcomed and can provide key ideas or information. 

Another organization created a team to search for gaps in their corporate knowledge.  The 
team then looks for opportunities to gather missing knowledge, transfers it, and by 
installing it into the knowledge base, eliminates that gap.  This is one of the most 
comprehensive examples of a knowledge management initiative. 

4.3 Contact Lists 

Internal Sources 
Various methods are used to store contact information: desk top rolodexes, distribution 
lists, computer programs, wall-mounted bulletin boards, websites, reports, manuals, and 
individual memory.  

Most interviewees felt contact lists were important to pass on.  Those who did not felt 
that contacts form a network, and that even though someone leaves the network, it still 
exists.  If there is good communication, a new person should be able to locate the 
network.   

Others felt that their contacts were mostly intra-ministry and that it was either not 
necessary to create a new list or that their list was already shared with everyone else in 
the office/section.  Some also felt that since contacts were built up through personal 
interaction, passing on that kind of information would be of no use because people need 
to meet and create relationships with others before considering them a contact.  

Ideas for passing on contact lists or maintaining continuity of contact networks included:  

 Printing a copy of the list from the computer program. 
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 Typing up a spreadsheet of the contacts. 

 Sending a copy of email distribution lists.  

 Verbally passing it on. 

 Introducing the incumbent to the important people they will need to know.   

A further suggestion was made that supervisors should gather information about the 
projects and responsibilities from the retirees.  To do this, supervisors may require 
training on how to gather this information. 

One person raised the issue of security.  It is important that contacts are protected and 
that Ministry staff be protected as well, so they felt that making contact lists widely 
available would be inadvisable.  

External Sources 
Two companies have developed effective methods for allowing employees to discover 
experts in the organization.  One created a map of the knowledge that the company 
manages.  This map allows anyone searching for a particular topic to locate an expert in 
the organization.  Another company has created a simple database where the name of an 
employee and their areas of expertise are recorded. Searches can be conducted on this 
database, significantly decreasing the time required to obtain contact information.  

Another firm created a system similar to the map and the database described above, but 
their system was used for the development of employees.  This system provides 
executives with a wide variety of information about employees in the organization 
regarding their progression towards leadership roles and their place in the company’s 
succession planning. 

5. CONCLUSIONS 
The objective of this project was to review literature and to gather information from key 
individuals in the Forestry Division and apply that knowledge to the problem of 
impending retirements and job shifting that will occur in the next five to ten years.  Tacit 
knowledge and contacts can easily disappear with the departure of employees. 

When information is absorbed and applied to a problem or is used in a manner that 
synthesizes many different facts, it becomes knowledge.  Much knowledge resides within 
the organization but, without effective mechanisms for ongoing communication, this 
knowledge may be unavailable for use as a resource.  It is the communication of 
knowledge that is the foundation of corporate memory. 

This project has exemplified, in a small way, the purpose of knowledge management 
initiatives.  One purpose is for organizations to become aware of information that 
currently exists and to use this information to advance and improve what they do.  By 
interviewing different staff members about the knowledge they possess, and by 
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communicating it in a report, important ideas are being shared with a larger audience and 
can subsequently be used to make changes and improvements in various parts of the 
organization.   

We were looking for simple, effective mechanisms that the Forestry Division could apply 
to augment knowledge transfer and succession planning.  These mechanisms fall into 
three areas: product storage, tacit knowledge, and contacts. 

5.1 Product Storage 
It is clear that assets of lasting value are being stored in a myriad of locations using a 
variety of media.  Many assets are stored in more than one location.  While employees 
remain in their current positions, there is some opportunity for the material to be found 
when needed.  However, without a systematic way of documenting what exists and where 
to find it, as the rate of departures increases, so does the risk of loss.   

A more formalized approach to what and how to store information for future employees 
will involve product storage issues.  Such a system should enable a person who needs the 
information to find it when they need it, and it should assure an incumbent that the 
information is stored and available.   

A concern that incumbents would be unlikely to have time to read all the information 
even if it were available points to both the purpose and the scope of wise material 
retention.  Only information of lasting value needs to be easily retrievable by others. 

5.2 Tacit or Individual Knowledge 
Looking for ways to transfer tacit knowledge or individually held information was a 
significant aspect of this project.  It was discovered, both in the literature and in the 
interviews, that accessing tacit knowledge is a process that is important yet challenging.  
Most interview participants were willing to share knowledge and expertise with new 
employees, but commented on the need for a system by which they could meet with the 
incumbent.   

The one consistent theme throughout the interviews was the need for staff overlap or 
mentorship to ensure continuity.  Every participant mentioned the need for this overlap. 

In the public sector, the needs for knowledge transfer appear to be different from those of 
the private sector.  Most private sector businesses have significant overlap between 
positions or offices, so that if a business improvement is discovered, that information can 
be applied to numerous other positions and translate into monetary savings.  By contrast, 
many public sector employees (such as Forestry Division staff) work primarily within 
their particular areas of expertise or specific disciplines.   
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The need to share knowledge is recognized as extremely important and most interviewees 
felt that they were communicating with their colleagues and sharing their knowledge 
effectively.  The gap in knowledge transfer that is of critical importance to the Forestry 
Division is in the sharing of knowledge and information with new employees. 

What needs to be passed on?  Respondents indicated the importance of communicating 
what projects have been conducted.  This includes both successful projects or events, 
such as the implementation of the Forest Practices Code Guidebooks, as well as 
unsuccessful projects.  

5.3 Contact Lists 
Contact information is perceived to be an important corporate resource, which in most 
cases should be passed on to incumbents.  A number of methods are possible but no 
system is currently in place to support it throughout the organization.   

If it is important to the organization to maintain effective networks in the face of staff 
turnover, effective linkages need to be rapidly established between incumbents and the 
existing contact network. 

 

 

6. OPTIONS  
Staff participating in the study suggested a number of options that may offer solutions to 
the Forestry Division’s impending corporate memory loss.  Based on both the interviews 
and the literature review, the following options could help the Division maintain its 
knowledge capital in the face of increasing retirements. 

1. Consider the future direction of the Ministry. 

One of the first issues to consider is the overall direction of the Ministry.  The strategic, 
business, and performance plans of the Ministry are valuable tools to determine whether a 
responsibility area will be continued after key employees depart.  Knowing whether a 
function will be continued when an employee leaves can help determine what needs to be 
stored and/or communicated.  

The Ministry may wish to make explicit decisions about the relative importance of 
retaining knowledge assets in one of the following ways: 

1. No action.  This recognizes that information will be lost.  The rationale for this 
approach would be that anything we have learned either has served its purpose, 
can be relearned, or will not be needed. 
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2. Assess whether a proactive examination of old files and offices is worth the time 
and effort.  

3. Focus on preserving assets of lasting value that are created from this day forward.   

The course of action will depend on the perceived value of existing and future knowledge 
assets in relation to short-term operational necessities.  In addition to tradeoffs of time, 
resources, and current deliverables, employees may consider the legacy they want to 
leave for the future.  

6.1 Product Storage 
 
2. Establish a protocol for standardized document storage and retrieval. 

Many people may have important information that resides only in their filing cabinets or 
their computers.  It would be beneficial if this information could be reliably gathered, 
retained, and transferred as needed.  A protocol for document storage and retrieval would 
provide a decision tool for determining what needs to be kept, as well as defining the 
preferred destinations and access parameters.  To enhance the ease of product retrieval a 
template could be developed to capture meta-data on each product. 

The use of this protocol would make retrieval and transfer of information easier and more 
reliable.  One benefit would be the avoidance of devoting additional money and time to 
endeavours that have previously been conducted.  It would also create a larger pool of 
information that could be drawn upon for purposes of research and access to expert 
knowledge.  Assisting new employees to make an easier adjustment into the organization 
would be an added benefit.   

Obstacles to establishing such a protocol would include the staff time needed to develop 
it, and securing support from managers and staff.  Additional obstacles would be the 
difficulty in creating a process that allows easy storage and retrieval of stored 
information, and the changing of the current Ministry culture into one where this process 
is automatic.   

It will also be challenging to overcome the negative response of employees who have 
experienced previous difficulties with the storage of materials and their subsequent loss 
or removal.  To avoid the loss of materials, the protocol should include a backup storage 
location for all important documents.  This protocol must also be able to adapt to 
evolving storage methods and processes.  

Having a “change leader” who demonstrates proper storage methods and who would be 
responsible for getting the rest of the section in line with the new requirements would be 
important.  Many participants emphasized that they currently have very little time to 
devote to storage and that adding more work in that regard would not be feasible.  When 
implementing a recommendation such as this, these concerns and limitations must be 
taken into account.   
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3. Incorporate product transfer into existing business processes. 

One way to combat the loss of information is to incorporate knowledge transfer into 
existing business processes.  The first step might include making Ministry staff aware of 
the need for preserving, archiving and transferring information of lasting value for future 
use.   

Systems could also be modified to support information transfer.  For example, at Ernst & 
Young, a computer support tool prompts consultants when their project is completed, to 
submit the proper materials to the right location.   

Forestry Division utilizes a business planning software system (BPSS) that defines 
expected product outputs at the beginning of each fiscal year.  This system, however, 
does not yet provide a mechanism for reporting what products were actually delivered.  
Perhaps BPSS could be programmed to trigger an action to transmit outputs to a 
permanent storage location upon completion of a project or at the end of a fiscal year.  

4. Launch regular document retrieval forays. 

Over the course of this project, a significant number of reports were donated to the library 
from various sources.  The suggestion was made that if the Ministry librarian visited the 
branches on a regular basis, more of this literature would be forthcoming.  This process 
would have many benefits including increasing the amount of products stored, allowing 
the Ministry librarian to have a better idea about the kinds of resources residing in 
offices, and reminding staff to send important information to a storage area to be 
preserved.   

As well, the visibility of the librarian might create conversation and raise awareness of 
the effort.  An illustration of the value of this option is that as a result of the interview 
process for this project, some important materials were sent to the library.  An employee, 
who did not participate directly in the pilot project contacted the Ministry librarian and 
contributed a box-load of consultant reports.  These documents were then catalogued into 
the library, and were immediately requested by another individual as a resource. 

However, one person suggested that the filing system would not be capable of storing all 
of the different information and media. 

Other obstacles to this would be the limited time of the librarian to visit a large number of 
Ministry staff, and whether people would be willing to part with their information.  
Another issue could be the wrong message of assigning responsibility to the librarian for 
ensuring proper storage of the materials rather than sharing that responsibility among all 
employees.   

5. Archive and upgrade products on websites. 

There is a concern that when some files are not used or opened for an extended period, 
they may be taken down from a website and discarded.  Another issue is that if a file is 
not regularly opened into the current format of the software (since formats are being 
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continuously updated), they may not be able to be opened again.  Many older, but still 
valuable documents might disappear due to this problem.   

Difficulties in ensuring that assets are upgraded include the large number of different 
websites where information exists, and the fact that there is often more than one location 
where a document might reside.  Achieving agreement to collect and store this 
information could also be difficult, especially if it is information that was not published 
but was still placed on a website.   

One solution would be for the Ministry library to routinely download information from 
websites, and save it in the next format.  Alternatively, responsibility could be assigned to 
the website manager to periodically update documents and verify the ownership of all 
documents.  

6.2 Tacit or Individual Knowledge 
 
6. Provide overlap. 

All those interviewed felt that having an opportunity to meet with new incumbents was 
important.  The benefits to doing so are many.  It ensures continuity between individuals 
in a position and would eliminate some of the dependence on the surrounding work group 
to pass on information to the new employee.  It would also enable a smoother transition 
by allowing introductions to key contacts and important business processes that might not 
be explained in the job description.   

Overlap could also be facilitated if the current employee were to participate in the hiring 
process, adding an in-depth understanding of the position to the evaluation of the new 
incumbent and their necessary skills and attributes.   

Three options for creating overlap are discussed below. 

(a) Professor Emeritus program.  

Similar to that of universities, this would allow important senior staff members to come 
back and work with the Ministry on a self-determined schedule.  Usually this would 
involve only an honorarium or no wage at all, but would provide research materials and 
opportunities to the recent retiree.   

An Emeritus program could be made flexible to include retirees who simply wished to 
finish projects, as well as to those who want to stay longer.  At the same time, senior staff 
could be advising the new incumbent(s) on their position(s), and/or providing help to 
others in their section or expertise area.    

Obstacles to an Emeritus program include current rules/policies preventing the hiring or 
contracting of recently retired employees, and potentially significant budget expenditure 
if participation was needed from many people.  
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(b) Hiring early. 

Early hiring practices ensures an overlap of individuals in the same position so that they 
could spend time together, share information, and ask questions.  This would create an 
opportunity to review documents and either make them available to the new incumbent, 
or put them in a central repository such as ARCS and ORCS or the library.   

The benefits to the new incumbent would include the opportunity to get detailed 
information on the work from the retiree and have the occasion to be introduced to key 
contacts.  The incumbent could also learn where to find critical information, as well as 
being afforded an assisted introduction into the culture of the organization.   

Challenges to this process would be the impact on budget and the allocation of full-time-
equivalents (FTE).  Some people might also resist sharing their knowledge with a new 
person, as the process may be time consuming.  Skill in delegation and workload 
management would be needed to overcome this problem. 

(c) Floating FTEs 

Another suggestion to provide overlap would be to dedicate a number of FTEs to filling 
floating “retirement” positions at the end of their careers.  When an important member of 
the Ministry decides to retire they could be redeployed as a floating FTE.  This would 
enable senior members with a great deal of experience to assist new incumbents in their 
positions, or move into sections where their specific skills could be used for a short time.  
These would be short-term positions but they could benefit a large number of staff.   

However, this program might not be universally applicable to all retirees, notably 
specialists, because there may not be many positions into which they could be 
advantageously placed.  Another difficulty would be in finding the resources for more 
FTEs in a budget that is already tight.  Finally, a retiree might not be interested in being 
involved with this sort of program because it might take them away from what they are 
really interested in doing.   

(d) Phased retirement. 

Phased retirement would involve having two people sharing the same FTE.  After a new 
incumbent is chosen for the position, the retiree and incumbent would share the position 
for a specified period of time.  As the incumbent learns more, the amount of time that 
each is using of the FTE would shift.  It might start with a 25/75 incumbent/retiree ratio, 
and gradually shift to 100 percent incumbent.  At this point, the phased retirement would 
be complete, having provided for adequate overlap with no extra pressure on the budget 
or FTE level.   

This might also benefit the incumbent’s previous employer, as they could have an 
employee who is available part-time to help the next person coming into their position.  If 
this process were used intra-ministry alone, it would assist in all levels to help combat the 
sudden shift of employees and would be useful for moves other than just retirements.   
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Potential problems with this option involve having more than one person in a single FTE 
as there is a rule against hiring for a position that is currently occupied.  A blended FTE 
option would also be difficult to implement if one of the individuals were transferring 
outside of the Ministry, transferring some distance away, or the individuals were simply 
not interested in participating in such a program. 

7. Maintain critical mass in key areas. 

Where there are key business areas, depth of staffing is required and consideration must 
be given to the impact of someone leaving.  Therefore, the need to have more than one 
person in that area grows with the importance of the work.   

The benefits are the assurance that if one of those people leaves there will be someone 
remaining who will have knowledge in a majority of specific topics.  This may also allow 
key areas to be expanded in size and depth.   

Difficulties would include the need to increase available FTEs to be dedicated to a key 
area, perhaps drawing FTEs from other areas and resulting in depletion of resources in 
those areas.  Having a clear understanding of where the Ministry intends to head in the 
future could reduce these problems.  Subsequently, if an FTE becomes available in an 
area from which interest will be shifting, that individual can be dedicated to adding depth 
to other areas.  

8. Improve follow-up communications on major initiatives. 

An issue raised during the interviews was the need for improved follow-up after major 
Ministry initiatives.  Of those who indicated that initiatives had affected them, many 
allege that there was little or no follow-up.  It is important that the architects of change 
provide an arena for constructive criticism and input.  Ensuring that the aims of initiatives 
are clearly articulated and that the results are widely broadcast and understood would 
improve the Ministry’s ability to learn useful lessons.  

9. Involve supervisors in knowledge transfer. 

The suggestion was made that supervisors should take a lead role in gathering 
information about the projects and responsibilities of departing employees.  Discussing 
projects and significant information (such as where documents are stored, and who are 
their important contacts) would be extremely valuable, if not essential.  This could assist 
with the transition of new incumbents, whether the exiting employee is present or not.   

This might also be the last opportunity to retrieve important information from offices and 
prevent its loss.  It was therefore suggested that this kind of communication should not 
only be conducted when the employee is leaving, but periodically throughout the tenure 
of the supervisor relationship. 

For this option to work effectively, supervisors would have to find the time to discuss 
these issues. Some supervisors might also not feel comfortable requesting the 
information, or they may not recognize the importance of knowledge transfer.  
Furthermore, some employees might not wish to share any of their information, or the 
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relationship between the retiree and the supervisor might make sharing this kind of 
information difficult.   

Training on how to solicit this information from the impending retirees and on the value 
of doing so would combat some of these problems.  And if it would be awkward for the 
supervisor and the retiree to interact, it is important that someone other than the 
supervisor be available.  By creating a system that is comfortable for both retiree and 
supervisor, knowledge transfer could be built into the organization’s culture.  

10. Conduct succession interviews with all departing staff. 

Currently, the Ministry has no standard process for capturing tacit knowledge from 
departing employees.  While exit interviews are used in some instances, they often 
provide little information that contributes to continuity of job knowledge. 

During this project, much valuable information was obtained about the work environment 
and contacts.  However, the interviewer did not have a similar technical background and 
could not ask some of the more pertinent questions that would be useful for a new 
incumbent.  An interview of the departing employee by the incumbent, the supervisor, or 
the staff member most familiar with the subject area would be valuable in transferring 
tacit knowledge.  An appropriately knowledgeable individual would be able to obtain 
important and needed information.  

A reminder: an interview offers only a snapshot of a person’s career and experiences.  
Other methods are needed to capture more of an employee’s knowledge for an 
“adequate” amount of knowledge to be transferred.  Even then, some knowledge will 
inevitably be lost.  

11. Create a searchable resource map to help the organization locate knowledge 
resources. 

A map that allows members of the organization to locate where knowledge resources are 
located in the organization would be valuable.  Such a tool would provide a directory of 
expertise for current members of the organization and allow incumbents and other staff to 
search for a particular subject and identify those in the organization with the knowledge 
they require.   

This would speed up the transfer of knowledge and would allow quick access to the 
knowledge areas in the organization.  It might also result in locating someone with the 
requisite expertise who is not part of the Ministry, but who is known to a Ministry expert.    

Difficulties could include initially determining what information individuals have, and 
determining the correct person to contact.   
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6.3 Contacts 
12. Introduce incumbents to key contacts of the departing employee.  

The names and relevant details of key contacts should be collected before an employee 
leaves their position, possibly by a supervisor.  In addition, overlap of term or assistance 
by the supervisor would provide an opportunity to introduce an incumbent to key 
contacts. 

13. Develop an accessible list of Out of Service experts  

Another option is to develop a list of out of service experts who would be willing to be 
contacted after retirement.  Created as a result of dialogue between the imminent retiree 
and supervisor, this list would document the expertise of the departing employee and any 
compensation they might expect in order to share that expertise.  Depending on whether 
issues of security and confidentiality could be resolved, much of this information could 
be made available to the organization on the Ministry Intranet.   

Such a list of resource people and their expertise would be helpful when problems arise, 
enabling the organization to easily determine who would be the best to contact in order to 
find out more information.  This list would enhance the knowledge base of the Ministry 
and would be a valuable resource.  

However, it would not be appropriate for different people to be contacting the retired 
person with the same question.  There should be a manager who is maintaining the 
contact so the relationship is kept strong.  Finally, keeping an open file on the 
participating retiree would be important.  Whenever a retiree is contacted, the 
conversation would be logged in the file, as well as the results of the assistance. 

 

 

7 RECOMMENDATIONS 
In our initial plan we identified four criteria for successful implementation: 

1. minimal additional workload; 

2. low cost; 

3. easy incorporation into existing processes; and, 

4. effective retrieval of stored information. 
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Table 2 outlines how each of the eleven options meet these criteria. They are ranked as 
Low, Medium, or High where: 

Low = less work required, fewer resources necessary, least effort needed. 
Medium = medium work required, medium resources necessary, medium effort 
needed. 
High = more work required, more resources necessary, most effort needed. 

 

Table 2: Additional Effort Required 
 

 

Recommendations 
Amount of 
additional 
workload 

Amount of 
additional 
resources 

Effort needed to 
incorporate into 
existing business 

processes 

Effort required 
for effective 
data retrieval 

Overall Effort 
and 

Resources 
Required 

1. Consider the 
future direction of 
the Ministry 

Medium Low Medium N/A Medium 

2. Establish a 
protocol for 
standardized 
document storage 
and retrieval 

Low Low Medium Low Low 

3. Incorporate 
product transfer 
into existing 
business processes 

Low Low Medium Low Low 

4. Launch regular 
document retrieval 
forays 

Low High High High Medium 

5. Archive and 
upgrade web 
products 

Medium Medium Medium Low Medium 

6. Provide overlap      
a. Professor 

Emeritus 
Medium Low Medium N/A Medium 

b. Hiring early Medium High High N/A High 
c. Floating FTEs Medium High Low N/A Medium 
d. Phased 

retirement 
Low Low Medium N/A Low 

7. Maintain critical 
mass in key areas 

Low High High N/A Medium 

8. Improve follow-up 
communications 
on major 
initiatives 

Medium Low High N/A Medium 

9. Conduct 
succession 
interviews with all 
departing staff 

Medium Low Low 
Low 

Low 

10. Involve 
Supervisors in 
knowledge 

Medium Low Medium Low/Medium Medium 
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transfer 
11. Create a 

searchable 
resource map or 
point 

Medium Medium Low N/A Low 

12. Out of Service 
expert contacts 

High Medium Medium High Medium 

13. Introduce 
incumbents to key 
contacts 

Low Low Medium N/A Low 

 

Based on this assessment, the following are the most likely initiatives to succeed as they 
fit the criteria of requiring less work and fewer resources. 

• Establish a protocol for standardized document storage and retrieval. 

• Incorporate product transfer into existing business processes. 

• Conduct succession interviews with all departing staff. 

• Introduce phased retirement to provide overlap between departing and 
incoming employees. 

• Introduce incumbents to key contacts.  

The suggestions next most likely to succeed would be: 

• Consider the future direction of the Ministry.  

• Involve supervisors in knowledge transfer. 

• Create a searchable resource map or point.  

• Introduce a ‘Professor Emeritus’ program.  

• Improve follow-up communication on major initiatives. 

The rest of the proposed initiatives would require more effort, more resources, or more 
work, but may still be valuable.  While worthy of consideration, their omission from the 
above list reflects a lower potential for implementation. 
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8. GLOSSARY  
Concrete Knowledge:  See “Explicit Knowledge.” 

Corporate Memory: How an organization/company operates, its history and culture, and 
what it has learned.  

Exit Interviews: Interviews conducted as an employee is leaving their current position.  
The interview is often an attempt to gather information, such as “What is your reason for 
leaving?” and “What can we do to improve this company/position?” 

Explicit Knowledge: Information about processes, functions and procedures.  Can be 
recorded in a variety of mediums and be readily communicated. “Knowledge that can be 
laid out in procedures, steps and standards.”4   

Individual Knowledge: See “Tacit knowledge.” 

Information: Facts, data, statistics, etc.  When information is synthesised it creates 
knowledge. 

Knowledge: When information is absorbed and applied to a problem or is used in a 
manner that incorporated different types of information.  “Awareness or familiarity 
gained by experience.”5  

Knowledge Management: The sharing, collecting, storing, valuing, enhancing, using 
and learning from knowledge in an organization.  “The art of creating value from an 
organization’s Intangible Assets.”6  

Knowledge Transfer: The organized sharing of knowledge from one individual or group 
to another.  

Learning Organization: A learning organization is an organization skilled at creating, 
acquiring and transferring knowledge, and at modifying its behaviour to reflect new 
knowledge and insights.7  

Products: Any sources of information or concrete or explicit knowledge.  These can 
include files, documents, software, images, films, datasets, etc. 

Succession Planning: Planning for the future needs of the organization by identifying 
and preparing the appropriate people for the appropriate position.  Successful succession 
planning mitigates the loss of corporate knowledge through attrition.  

Tacit Knowledge: Personal knowledge or wisdom that is accumulated through years of 
experience. No one shares the same tacit knowledge. Such individual knowledge is the 
foundation of the corporate memory and is subject to bias and personal opinion. It is 
difficult to record this knowledge.  “Knowledge that is primarily in the heads of the 
people.”8  

                                                 
4 Dixon 2000, p. 26. 
5 The Concise Oxford Dictionary. 
6 Sveiby 1996. 
7 Garvin, 1993. p. 80. 
8 Dixon 2000, p. 26. 
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