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PREFACE

The P-Insights, short for “Productivity Insights,” is an extension of the
Productivity Talk (P-Talk) series, which is a flagship program under the APO
Secretariat’s digital information initiative. Born out of both necessity and
creativity under the prolonged COVID-19 pandemic, the interactive,
livestreamed P-Talks bring practitioners, experts, policymakers, and ordinary
citizens from all walks of life with a passion for productivity to share their
experience, views, and practical tips on productivity improvement.

With speakers from every corner of the world, the P-Talks effectively convey
productivity information to APO member countries and beyond. However, it was
recognized that many of the P-Talk speakers had much more to offer beyond the
60-minute presentations and Q&A sessions that are the hallmarks of the series.
To take full advantage of their broad knowledge and expertise, some were invited
to elaborate on their P-Talks, resulting in this publication. It is hoped that the
P-Insights will give readers a deeper understanding of the practices and
applications of productivity as they are evolving during the pandemic and being
adapted to meet different needs in the anticipated new normal.
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EXECUTIVE SUMMARY

* In the global knowledge economy, knowledge and innovation are now
primary drivers of sustainable productivity, competitive advantage,
collaboration, and effective co-creation. Mastering knowledge and
innovation management confers strategic benefits.

* Leading frameworks, international standards, and technologies enable
world-class knowledge and innovation management. A systemic approach

is recommended.

* A supportive culture, strong knowledge-driven leadership, and capable
workforce are critical success factors. Change management is key.

* New knowledge- and innovation-driven competencies are needed.

+ Knowledge asset management focuses on measurable value creation.

* Emerging technologies like artificial intelligence promise to significantly
augment human knowledge work, but the human element remains

indispensable.

*  Managingrisks and harnessing opportunities require collective intelligence,
ethics, and aligned social purpose.

INNOVATION ECOSYSTEMS TO DRIVE PRODUCTIVITY | 1



INTRODUCTION

We are in a new era of the exponentially growing knowledge-driven economy.
The pace of technological progress is accelerating across fields like artificial
intelligence (AI), robotics, and networks. Business model disruption and
complexity are mounting. To navigate increasing uncertainty and the pace of
change, organizations must become adept at knowledge management (KM)
and continuous innovation.

This report examines the growing strategic and operational importance of KM
and innovation in the 21st century. It outlines proven approaches guided by
validated frameworks and standards. Real-world examples illustrate how
leading organizations have operationalized knowledge and innovation to
enhance competitiveness.

Emerging knowledge technologies, especially generative Al, and their implications
for the future of knowledge work are explored. Key trends shaping the knowledge
economy are analyzed, including imperatives like lifelong learning, collective
intelligence, ethics, and sustainability.

As accelerating technological change empowers and disrupts, competing,
collaborating, and creating organizational value today require envisioning your
enterprise as an agile, networked, intelligent learning system. Knowledge
excellence confers resilience and leadership. Are you prepared to adapt,
develop, and rapidly grow in the new reality?
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THE EVOLVING KNOWLEDGE
LANDSCAPE

The Global Knowledge-driven Economy

The last few decades have seen a transition from an industrial economy based
on manual labor to a knowledge-driven economy where value creation and
productivity increasingly depend on expertise, ideas, and relationships.
Enabling this shift are new digital technologies like the internet, cloud and
mobile communications, advanced analytics, Al, robotic process automation,
and augmented/virtual reality. These technologies allow knowledge to be
created, codified, shared, and applied in powerful new ways across networks
and organizational boundaries.

As knowledge generation and exchange become primary factors of production
instead of land, labor, and capital, a fundamental shift is underway in how
organizations compete, collaborate, and create value. Managing knowledge
and innovating, both within and across institutional borders, now determine
success. With business cycles and customer demands diversifying, the ability
to rapidly translate knowledge into innovative products, services, and
experiences is becoming mandatory. Mastering knowledge productivity and
agility has profound implications for how institutions must reinvent themselves.

The Changing Nature of Knowledge Work

Advances in ICT have transformed the nature of knowledge work. The
combination of the personal computer revolution, enterprise software systems,
and the internet radically changed how organizations capture, store, share, and
apply knowledge. Whereas previously organizational knowledge resided in
siloed functional areas, now technology allows the potential for expertise to be
networked, enabling new levels of collective intelligence and mass
collaboration. Knowledge can be codified, digitized, accumulated, and
exchanged across boundaries, reducing duplication of work and redundancies
and enabling accelerated learning. Today, organizations have new opportunities
to avoid reinventing the wheel, avoid repeating past mistakes, and reduce the
high costs of fragmented, outdated knowledge.
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THEEVOLVING KNOWLEDGE LANDSCAPE

This transition represents the rise of knowledge workers, meaning professionals
who leverage networks and tools to exponentially increase knowledge
productivity through collective learning. It also highlights the strategic
necessity of managing organizational knowledge as an asset. Therefore, with
information abundance and complexity increasing, KM has emerged as
essential to accelerating innovation, driving decisions, retaining expertise,
increasing efficiency, and sustaining competitive differentiation. Organizations
that harness collaboration and new knowledge creation have become intelligent
learning systems with the agility to continuously adapt.

The Ideal Knowledge-driven Organization

Decades of experience reveal that high-performing “knowledge-driven
organizations” exhibit a diverse but mutually reinforcing set of capabilities
and attributes:

* Senior leadership commitment to knowledge and innovation
management and continuous learning

* An innovation-oriented culture encouraging risk taking

* Employee empowerment to initiate improvements

+  Flexible structures facilitating collaboration

*  Advanced search and collaboration technologies and knowledge access
* Incentives and rewards for sharing knowledge and expertise

« Diversity and interdisciplinary interaction

+  External partnering and open innovation networks

*  Continuous benchmarking against competitors and noncompetitors

* Institutional mechanisms to identify, create, store, share, and apply

knowledge

+  Capturing and retaining expert knowledge before attrition
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THE EVOLVING KNOWLEDGE LANDSCAPE

»  Leveraging collective intelligence and crowdsourcing
*  User-centric knowledge organization and delivery
*  Small, low-risk experiments and rapid iteration
*  Viewing failures as learning opportunities
While organizations exhibit these traits to varying degrees, maximizing them

accelerates learning and adaptation. This enables competing through knowledge
excellence.
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WHY KNOWLEDGE AND
INNOVATION MANAGEMENT
MATTERS

With the nature of work transformed, why did KM emerge as vital? What strategic
and economic benefits does it offer an organization? It offers many benefits,
including accelerating innovation, as systematic knowledge flows dramatically
improve new product development, R&D, and business model innovation. It
offers much better expert retention by codifying knowledge from retiring subject
matter experts and avoids irrecoverable loss of know-how. It develops strategic
agility as conditions rapidly evolve, and as KM enables continuous learning,
adaptation, and transformation. It provides decision enhancement, which depends
on better access to insights from predecessors and improves decision quality.

KM enhances problem solving and enables expertise location and best practice
sharing to resolve issues faster. It facilitates the leveraging of partnerships as
joint knowledge initiatives create value beyond what any firm can achieve
alone. It creates operational efficiency by avoiding redundant work and saves
costs and increases productivity. Importantly, KM develops valuable customer
knowledge by capturing user behaviors and emerging needs. This leads to
delivering superior customer experiences. Good KM provides a competitive
advantage through internal know-how and, when applied creatively, builds
inimitable differentiation and brand value.

The benefits continue. KM empowers SMEs by providing economical digital
platforms to make sophisticated KM available and affordable to organizations
of all sizes. Finally, KM addresses risk management, which is achieved through
collective intelligence and knowledge diversity. This provides cognitive
insulation from blind spots and ensures better agility because rapid, high-
quality knowledge flows empower continuous adaptation in volatile
environments. It may even be said that effective KM is now indispensable for
organizational survival and prosperity. It enables rapid translation of individual
and collective knowledge into purposeful action, although this requires
developing systematic capabilities versus ad hoc behaviors.
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KNOWLEDGE AND
INNOVATION MANAGEMENT
FUNDAMENTALS

Decades of research and practice have yielded powerful frameworks, processes,
and technologies for KM implementation. While specifics differ across
contexts, some fundamentals apply universally.

Knowledge Management and Innovation Standards

International standards like ISO 30401:2018 for KM systems and ISO
56002:2019 for innovation management provide helpful benchmarks for
effective KM practices. While demanding, ISO requirements reflect decades of
learning on critical success factors. For example, ISO 30401 contains over 50
“shall” requirements. In the ISO standard development world, clauses that
contain “shall” mean that these are strict compliance requirements to meet the
standard, and clauses that contain “should” mean that these are not requirements
but strong recommendations. The success factors include:

* Appointing senior KM sponsors and leaders

*  Developing an organization-wide KM and innovation strategy aligned
with objectives, plans, and metrics

* Training employees in KM methods, behaviors, and ethics
*  Ensuring legal compliance and information security

+  Considering sustainability impacts

*  Continually improving KM practices

Organizations can use ISO standards as useful scorecards and maturity
assessment tools even without pursuing formal certification. They represent an
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KNOWLEDGE AND INNOVATION MANAGEMENT FUNDAMENTALS

invaluable knowledge base grounded in real-world experience and developed
through consensus decision-making of national standard bodies and their
experts around the world.

Frameworks, Assessment, and Maturity Models

Frameworks
Influential frameworks like that of the APO provide structured guidance. The
APO framework comprises a five-step KM process:

1. Identifying knowledge needs and gaps
2. Creating knowledge

3. Storing knowledge

4. Sharing knowledge

5. Applying knowledge

This process is enabled by leadership, culture, technology, and learning. The
framework recognizes that KM requires a supportive environment, modern
tools, and a motivated workforce. The APO also compiled a toolkit of proven
KM methods like:

* Knowledge audits, i.e., mapping knowledge assets and gaps

*  Peer assists, i.e., collaborative project problem-solving

+  Expertise locators, i.e., identifying knowledgable colleagues

+  Storytelling, i.e., transferring experiential knowledge

+ Communities of practice, i.e., enabling practitioner collaboration

* Lessons-learned reviews, i.e., capturing postproject insights

For each KM activity, appropriate tools are available. This provides a structured
approach tailored to organizational needs and objectives.
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KNOWLEDGE AND INNOVATION MANAGEMENT FUNDAMENTALS

Assessment and Maturity Models

Maturity models like the Knowledge Management Capability Assessment
(KMCA) developed by the American Productivity and Quality Center allow
evaluating current practices versus world-class KM benchmarks. The KMCA
examines dimensions like:

*  Leadership

*  Culture

*  Technology

*  Process

*  Content quality
* Participation

This helps diagnose an organization’s KM strengths, weaknesses, opportunities,
and threats, guiding improvement efforts. Benchmarking progress is invaluable
for demonstrating returns on investment, identifying gaps, and keeping KM
aligned with evolving organizational objectives.

Industry 4.0 Considerations

Industry 4.0, KM, and innovation management are closely interlinked in
several ways.

+ Data and connectivity: Industry 4.0 leverages technologies like the
Industrial Internet of Things (IloT), cloud computing, and data
analytics to generate vast amounts of data. These data are a valuable
knowledge asset that can fuel innovation through identifying insights,
patterns, and opportunities.

* Knowledge networks: The connectivity of Industry 4.0 allows for
broader knowledge networks across value chains, including suppliers,
partners, and customers. This enables open innovation through
extensive knowledge flows.
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KNOWLEDGE AND INNOVATION MANAGEMENT FUNDAMENTALS

Smart operations: Technologies like AI, machine learning, and digital
twins apply knowledge and learning to optimize operations in a
flexible, adaptive manner. This allows rapid testing and implementation
of innovations on the shopfloor.

Accelerated prototyping: Tools like advanced robotics, CNC
machining, and 3D printing allow for faster, cheaper development of
innovative product prototypes and concepts.

Blockchain technology: The ability to create more decentralized,
immutable records without intermediaries provides more trusted
technology networks.

Lifelong learning: The technologies of Industry 4.0 require continuous
skill development and learning on the job. This develops a culture of
constant improvement and innovation.

Decentralized decisions: The data-driven, real-time insights from
Industry 4.0 tools allow workers across the organization to rapidly
translate knowledge into localized innovations and improvements.

In total, the knowledge intensity and interconnectivity of Industry 4.0 directly
enable greater innovation, creativity, and learning. They disperse innovation
across networks rather than concentrating it in rigid hierarchies. Managing this
flow of knowledge and learning is critical for long-term success.
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AN INTEGRATED APPROACH

Leading organizations take a holistic approach by integrating KM into a
comprehensive learning and innovation system tailored to the organizational
context. For example, unifying KM with adjacent disciplines like quality
management, process excellence, risk management, and technology
management creates a systemic capability. This enables managing
interdependencies while balancing productivity, continuity, and evolution. An
integrated approach also fosters synergies across disciplines. Process audits
can uncover knowledge gaps. Benchmarking against competitors reveals
innovation opportunities. User-centric design ensures adoption. The result is a
purposeful system greater than the sum of misaligned parts.
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KNOWLEDGE AND INNOVATION
LEADERSHIP AND CULTURE

Beyond frameworks and processes, senior leadership engagement and
commitment to culture change are essential for KM and innovation success.
Leaders must actively engage and model knowledge behaviors while shaping
supportive cultural values. Without visible champions reinforcing KM’s value
and removing obstacles, implementation will falter. But it should be noted that
patience is required, as the organizational culture gradually shifts from
knowledge hoarding to open exchange.

As an example, a survey was conducted in the USA among many knowledge
professionals to determine how willing people were to share their knowledge.
It revealed that, typically, just one person in 10 was very willing, as part of
their personality, without any prompting. Two more in 10 were quite willing if
they were specifically asked to share; six in 10 were prepared to share, if asked,
and provided that they could see the benefits for themselves (“what’s in it for
me?”) in doing so; and one person in 10 would not share, regardless of

prompting, as part of their personality.
Helpful leadership strategies include:
*  Communicating KM and innovation benefits to individuals and teams
and providing opportunities to discuss how they would help the

organization’s mission

*  Sponsoring small pilot tests to demonstrate KM value and build

confidence
* Role modeling behavior like sharing insights in meetings
+ Empowering employees to initiate grassroots improvements

*  Recognizing contributors who share expertise and mentor others
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KNOWLEDGE AND INNOVATION LEADERSHIP AND CULTURE

*  Adjusting policies inhibiting collaboration like misaligned incentives
and too much emphasis on individual, rather than team, promotions

*  Providing platforms and time for networking and idea exchanges
Ultimately, KM depends on catalyzing voluntary behaviors across the
workforce. People adopt new practices when they understand what is in it for

them. It is therefore important for leadership to emphasize this win—win vision
while celebrating progress.
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KNOWLEDGE-DRIVEN
COMPETENCIES

“Knowledge-driven competencies” refer to the knowledge, skills, and abilities
that are required to perform a job effectively. Some examples of important
knowledge competencies include:

*  Technical skills and expertise: Having the specific knowledge and
abilities needed to complete knowledge-driven job tasks and duties.
This could include knowledge of particular software, processes,
equipment, etc.

* Industry/organizational knowledge: Understanding how a particular
industry or organization functions, including its goals, policies,
procedures, history, and culture.

*  Problem-solving skills: Being able to critically analyze issues, identify
solutions, and make sound decisions. This requires strong analytical
and critical thinking skills.

+ Interpersonal skills: Knowing how to communicate, collaborate, and
work effectively with others. This includes written and verbal
communication abilities.

+ Continuous learning: Being eager and able to consistently expand
knowledge and skills through ongoing development and learning.
This demonstrates an adaptable, growth-oriented mindset.

Knowledge competencies are important because they allow employees to
perform their specific roles successfully. Companies seek to hire and develop
talent based on the knowledge competencies required for open positions.
Assessing competencies helps organizations ensure that they have the right
people with the right capabilities to help meet business objectives and goals. It
also provides a roadmap for employee development by identifying skill and

14 | INNOVATION ECOSYSTEMS TO DRIVE PRODUCTIVITY



KNOWLEDGE-DRIVEN COMPETENCIES

knowledge gaps that need to be addressed. Overall, knowledge drives
performance, so determining key competencies and cultivating them in the
workforce is essential for organizational success.
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KNOWLEDGE ASSET
MANAGEMENT

Knowledge asset management is considered to be a subset or advanced form of
KM and refers to the systematic process of identifying, capturing, organizing,
sharing, and leveraging knowledge assets within an organization. The terms
“knowledge assets,” “knowledge asset management,” and “knowledge capital”
are synonymous with the terms “intellectual assets,” “intellectual asset
management,” and “intellectual capital.” The key differences between

knowledge asset management and KM are:

*+ Focus: Knowledge asset management focuses specifically
on knowledge assets such as people and codified, tangible knowl-
edge products like documents, presentations, manuals, etc. as valu-
able, measurable organizational assets and not costs. KM has a

broader focus.

*  Purpose: The purpose of knowledge asset management is to maximize
the value and reuse of codified knowledge assets. KM aims to facilitate
knowledge flows and sharing in general.

*  Approach: Knowledge asset management takes a more systematic,
structured approach to identifying and organizing knowledge assets.

KM emphasizes cultural and social processes for sharing knowledge.

*  Ownership: In knowledge asset management, specific knowledge
assets have designated owners who are accountable for them. KM
promotes collective ownership and contributions to the organization’s

knowledge base.

+ Technology: Knowledge asset management relies heavily on content
management systems and knowledge bases to store and organize
digital assets. KM uses a variety of tools and technologies to enable

knowledge flows.
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KNOWLEDGE ASSET MANAGEMENT

¢ Measurement: Knowledge asset management is concerned with
tracking, measurement, valuation, and reporting of organizational
assets in an intangible asset ledger or asset portfolio.

Some key benefits of knowledge asset management include:

* Increased efficiency and productivity by reusing existing knowledge
assets rather than recreating them

*  Reduced redundancy through better awareness and access to available
knowledge assets

*  Preservation of knowledge by capturing critical knowledge in forms
that persist even when employees leave

*  Enhanced decision-making based on better visibility of authoritative
knowledge assets across the organization

+ Improved competitive advantage through more strategic, systematic
leveraging of the organization’s knowledge capital

We can see that the approach to actively managing an organization’s knowledge
assets can maximize value, support organizational learning, and provide
strategic benefits over time. Integrating knowledge asset management with
broader KM approaches can help ingrain a culture of continuous asset and
value creation.
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KNOWLEDGE PLATFORMS
AND TOOLS

Modern information and communications methods, systems, and tools provide
the technological backbone enabling enterprise knowledge flows and critical
knowledge retention. Appropriate knowledge tools remove barriers and
facilitate collaboration at scale. Typical KM technologies include:

*  Searchable knowledge repositories

*  Expertise location systems using profiles, skills, and social graphs

*  Lessons-learned systems for structured experience capture

+ Innovation management systems for ideas, discussions, and projects

+ Internal collaboration platforms like chat groups, forums, blogs,
wikis, and knowledge bases

*  Analytics dashboards tracking knowledge assets, flows, and usage
Next-generation smart KM leverages semantic searches and increases Al usage
like machine learning and natural-language processing. However, technology

should serve user needs, not impose rigid workflows. It is intuitive user
experience that is key for adoption today.
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KNOWLEDGE MANAGEMENT
AND INNOVATION IN ACTION

Real-world examples reveal the tangible benefits organizations gain from
systematic KM and innovation. Three examples are given below.

Siemens

The global engineering conglomerate Siemens employs over 300,000 staff
operating in nearly every country. Recognizing the potential for internal knowledge
transfer, Siemens developed ShareNet, an enterprise social platform for expertise
sharing, document repositories, blogging, discussion forums, and expert locators.
Integrated with core applications, ShareNet breaks down geographic and
divisional silos, enabling expertise reuse across the company. Communities form
organically around common interests and business activities. Siemens curates
ShareNet content while monitoring usage and value metrics. Since launching
ShareNet, Siemens has accelerated innovation, expanded into new markets, and
gained immense value from enterprise-wide knowledge flows.

European Commission

The European Commission manages vast amounts of data and knowledge to
formulate evidence-based policies benefiting society. Recognizing that
expertise and insights were fragmented across directorates, the commission
systematized management of its knowledge assets through:

*  Common data models and protocols

*  Multichannel delivery of insights

+  Expertise locators mapping specialist skills
*  Fostering communities of practice

+  State-of-the-art KM technologies

+  State-of-the-art learning platforms, like the EU Academy
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KNOWLEDGE MANAGEMENT AND INNOVATION IN ACTION

By harnessing collective intelligence from across the public sector, the
European Commission and its Joint Research Unit enable more agile, effective
policy development and service delivery for EU citizens.

British Petroleum

Oil giant British Petroleum (BP) manages massive engineering complexity
across global drilling operations. Adhering to safety protocols is mandatory,
yet expertise remained fragmented and inhibited learning. BP addressed this
through initiatives like:

+ Launching BP Experts, an enterprise social network to connect experts

+ Collaboration jams for co-innovation

+ Standardized lesson management processes

¢  Training in knowledge sharing

e Virtual communities of practice
Thanks to more naturally flowing enterprise knowledge, BP can now rapidly
transfer expertise to prevent issues recurring across drilling sites. Knowledge
reuse has become a core competency, increasing safety and productivity while
reducing risks.
These examples show how even large, globally distributed organizations can
benefit tremendously from purposeful KM and innovation connecting siloed

expertise across boundaries. This empowers institutional learning and delivers
immense strategic value.
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GUIDANCE FOR SUCCESS

Based on decades of experience, recommendations for KM implementation
success include:

+ Invest in continuous learning to cultivate an adaptive, knowledgeable
workforce

* Leverage proven standards and frameworks and then tailor robust
methods to the context

e Secure senior leadership commitment with realistic expectations
about changing behaviors

* Incentivize and celebrate knowledge sharing, reapplication, and
mentoring

+ Infuse grassroots enthusiasm by engaging staff in planning KM and
innovation improvements

+ Start with small pilot projects demonstrating quick-win benefits
before scaling; let successes build confidence

+  Evaluate technologies based on integration with workflows and user
experience, not just features

*  Recognize that culture change takes time and monitor participation as
well as logging value metrics

With education, leadership commitment, and patience, organizations of all sizes
can make the journey to become truly collaborative intelligent learning systems.
But it takes time, and the focus must be on learning by doing. There are no
shortcuts. KM and innovation are not one-time projects, with a clear beginning
and end, but a continual journey and a continual self-learning process. They are
a new knowledge-driven culture and a new way of knowledge working.
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THE FUTURE OF KNOWLEDGE
WORK

The growing role of knowledge work seems certain to continue. But what
trends will shape KM and innovation practices going forward? Which emerging
developments warrant attention? Some key shifts include the following.

*  Exponential growth: The pace of technological progress shows no
signs of slowing across fields like Al, networks, biotech, and green
energy. Continuous business model disruption will be the norm,
demanding rapid adaptability.

* Democratization: Economical online platforms provide access to
sophisticated KM and innovation capabilities once only available to
large enterprises. Location matters less as globally distributed
networks become commonplace.

*  Mobility: Work and workers will be increasingly mobile, virtual, and
global. Managing disparate teams and free-agent talent will require
new approaches. Knowledge sharing must transcend geography.

*  Personalization: Combining rapidly emerging technologies like big
data, sensors, and Al will enable highly tailored products and services
unique to the individual. Customer service becomes ultracustomized.

* Automation: Al and robotics will increasingly substitute for routine
manual and knowledge-based tasks. However, human creativity,
social skills, and ethics will remain unique differentiators.

*  Regulatory catch-up: Governing rapidly advancing technology will
require more adaptive policies that are able to respond at startup

speed. Outdated, slow regulations will risk inhibiting innovation.

* Continuous reskilling: With work being transformed by AI and
technology, lifelong learning will become even more essential to
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THE FUTURE OF KNOWLEDGE WORK

remain relevant. A culture-of-growth mindset and perpetual curiosity
are imperative.

+ Risk management: Exponential change means exponential risk from
technologies like AI, networks, and quantum computing. Holistic
monitoring and resilience capabilities will become mandatory.

+  Ethics by design: Moral principles like transparency, accountability,
and nonmalfeasance must be designed into sociotechnical systems
from the outset before unintended consequences emerge.

*  Sustainability: Achieving sustainable development and prosperity for
all will require knowledge breakthroughs and managed technology
transitions. Continued incrementalism may lead to collapse.

This context poses enormous opportunities to apply emerging capabilities for
human betterment. However, it also introduces significant risks requiring
collective intelligence, ethics, and aligned social purpose to ensure equitable,
sustainable progress.

Implications for Knowledge-driven Organizations

The powerful forces described above underscore how companies must reinvent
themselves as continuously learning, adaptive, ethical knowledge
organizations. Some implications include the need to commit to lifelong
learning and skill enhancement to avoid workforce obsolescence from
automation. Begin by reskilling now before disruption hits, especially from
Al. Monitor advances in KM technologies, but focus first on social aspects
like culture and workflows. Avoid techno-solutionism. Aim to develop
strategies to leverage exponential collective intelligence while providing
meaningful work and institute real-time feedback flows across operations to
sense threats and opportunities. Consider the benefits of expanding leadership
ranks and decision rights to empower agility and local ownership. Diversify
thinking and promulgate knowledge sharing and contribution as core values.
Celebrate effective knowledge work behaviors.

In addition, become comfortable with uncertainty, experimentation, and
managed failure to maintain strategic optionality. Aim to broaden partner
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THE FUTURE OF KNOWLEDGE WORK

networks, adjacencies, and ecosystems to participate in open innovation. Build
holistic risk-sensing capabilities across disciplines to identify blind spots and
interdependencies and address systemic risks. Finally, design worker protection
and human and digital transition programs to ensure that technology disruptions
do not leave people behind.

Effective Knowledge Work with Artificial Intelligence

First of all, regardless of whether the organization uses Al, here are a few tips
for more effective knowledge work:

Focus on the most important tasks first. As knowledge workers, our
time is limited and valuable. Prioritize working on the highest-
leverage activities.

Minimize distractions. Things like email, messages, and notifications
can derail productivity. Try turning off notifications and designating
set times to check messages.

Take breaks and rest your mind. Knowledge work requires intense
focus and mental energy. Make sure to take regular breaks away from
the desk to recharge. Even a short walk or stretch can help refocus.

Work in focused sprints. The brain can only concentrate intently for so
long. Try working in focused 25-50-minute sprints, then take a
5—10-minute break before the next sprint.

Automate and delegate when possible. Don’t get bogged down in low-
value tasks. Look for ways to eliminate or delegate repetitive, low
brain-power activities.

Keep organized systems. Knowledge workers handle lots of
information. Stay organized with systems and protocols to handle
information flows.

Collaborate and share knowledge. Combining perspectives and
expertise with others generates new ideas. Find ways to collaborate
and share knowledge across teams.
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THE FUTURE OF KNOWLEDGE WORK

+ Take care of your mental and physical well-being. Eat well, exercise,
get enough sleep, and engage in stress reduction activities. A healthy
body and mind will elevate knowledge work.

The key is to focus mental energies on high-value activities, minimize distractions,
and work in ways that optimize creative thinking and problem solving.

Effective knowledge work with Al involves leveraging the complementary
strengths of humans and Al systems to enhance productivity, innovation, and
insight generation. Key principles include:

*  Identifying high-value human skills: Focus human effort on tasks that
most leverage our strengths in areas like creativity, judgment, empathy,
and cross-domain thinking.

* Automating lower-value work: Use Al to automate repetitive,
dangerous, or lower-skill tasks, freeing up more time for humans to
focus on high-value work.

* Augmenting human capabilities: Use Al tools to enhance human
abilities, for example, through analysis of large datasets or pattern
recognition beyond human capability.

* Facilitating collaboration: Develop processes and systems for seamless
collaboration between humans and AI, with clear hand-offs and
transparency.

* Being human-centric: Design Al systems that are understandable and
beneficial for humans, address potential biases, and keep humans in
the loop.

+ Lifelong learning: Continuously learn from each other. Humans can
“teach” Al context and ethics, while Al can help uncover human
biases and gaps.

The goal is a symbiotic relationship between humans and AI which enhances

critical thinking, creativity, productivity, and innovation by combining
complementary abilities in an ethical, trustworthy manner.

INNOVATION ECOSYSTEMS TO DRIVE PRODUCTIVITY | 25



THE FUTURE OF KNOWLEDGE WORK

A New Paradigm for Knowledge Transformation

A paradigm may be defined as a pattern of thinking. A changed paradigm or a
new paradigm is where the pattern of thinking has been superseded, often by
new scientific knowledge or performance. For example, planet earth was once
perceived to be flat, and people believed that they could fall off at the end.
Scientific thinking changed the paradigm through new knowledge. In sports,
Roger Bannister was the first documented athlete to break the four-minute mile
world record. He changed the paradigm of limited human capability and paved
the way for even better performance.

The general paradigm today is that knowledge and ideas are solely the
capabilities of the human brain. Computer science is now challenging that
paradigm. It is no longer about human knowledge or Al. Although there will be
a turbulent transition, it is not a competition between human and machine
capabilities. It is a new paradigm of both human knowledge and Al working
together in totally new ways for the good of humanity.

Here are some effective strategies for humans and Al to work together
productively:

+ Complementary strengths: Assign tasks and responsibilities that
play to the complementary strengths of humans and AI. Humans are
better at tasks requiring creativity, empathy, and complex judgment.
Al excels at analytical thinking, pattern recognition, and tireless
data processing.

* Hybrid teams: Form teams that pair humans and AI systems to
collaborate on projects. The humans provide supervision, feedback,
and oversight, while the Al systems contribute data-driven insights
and recommendations.

¢ Humans in the loop: Keep humans in the loop when Al is making
critical decisions or predictions. Humans can provide sanity checks,
oversight, and accountability.

* Open communication: Encourage transparency and open
communication about how Al arrived at its outputs or decisions. This
builds appropriate trust and understanding.
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«  Ethics oversight: Establish processes for ethical oversight and review
of Al systems to check for potential biases or lack of transparency.
Humans must ensure that Al systems are aligned with moral and
social values.

* Joint learning: Enable humans and Al systems to learn from each
other through continuous feedback loops and knowledge sharing.
Humans can “train” the Al, while also learning from the data insights
that the Al provides.

* Focus on augmentation: Position Al as enhancing and augmenting
human capabilities, rather than replacing jobs. Find ways that Al can
take over repetitive tasks and free up humans for more strategic roles.

+  Shared goals: Align Al goals and incentives with human values and
priorities. Al should ultimately serve human needs and interests.

The key is finding the right balance where Al and humans can symbiotically
achieve more together than either could on their own. Both make invaluable,
complementary contributions. The future will reward organizations able to
lead human knowledge workers and manage Al in collaborative, co-creative
ways to rapidly translate insight into action, respond at startup speed, and
manage complexity confidently.

New knowledge and ideas are the key assets to create our future. KM and
innovation management are the key strategies and processes. Increasingly
intelligent digital systems are the key enablers. How knowledge is managed,
shared, and applied and how ideas are translated into successful products,
services, opportunities, and solutions in the next 10 years will determine success.

Are you ready to lead in the new reality?
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