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Digital Transformation

Change in business model to 
create new values.

Leverage new technology 
and data.

Source: techblogwriter.co.uk



“Google Duplex” was revealed to the world on May 2018
(Google I/O)



Google Cloud Next ’18
Mitel partners with Google Contact Centre AI





KM Challenges in the Digital Transformation Era



Agile
… the competence, capacity and 
confidence to learn, adapt and innovate 
in changing contexts for sustainable 
success.

Pamela Meyer

Relevant | Responsive | Resilient | Resourceful | Reflective



Assessing KM’s role in a function or activity 
Discover Capture Institutionalise Share & Reuse

What key knowledge 
do they need to find?

What tools will help 
them in their 

discovery?

How do we create 
awareness about the 
available knowledge

What key knowledge do 
we need to capture?

Which are the ones that 
will be useful to others?

Is a knowledge transfer 
required?

What knowledge needs 
to be institutionalised?

How do we make it 
easy for everyone to 
contribute or access 

the knowledge?

How do we make 
the knowledge 

easily accessible?

How do we ensure 
the key knowledge 

are re-used?



The Digital Transformation Components
People Process Technology

Structure

Capabilities

Culture

Transformation

Change management

Digital leadership

Project management

Collaboration tools

Solution development



Supporting the People

What you can do?

Join the Digital Transformation committee.

Be the KM representative and state your value 
proposition.

Look for opportunities to enhance KM in the 
transformation.

Structure

Committees | Taskforce | Project | Team |
Communities



Supporting the People

What you can do?

Work with Org. Development (OD) to formulate a 
training plan.

Look at existing knowledge asset / resources / 
base and determine what can be used.
Making it easy for officers with relevant 
capabilities be easily searched.

Identify experts. Build an expert directory.

Capabilities

Knowledge | Skills | Experience



Supporting the People

What you can do?

Identify the key behaviours and work with HR to 
formulate a plan to inculcate agility values to the 
staff.

Infuse knowledge sharing elements into the DT’s 
awareness program.

Culture

Agile: Responsive | Resilient | Relevant |
Resourceful | Reflective 



Source: Sintelix

Information Extraction Tool



Supporting the Process

What you can do?

Manage ideas.

Crowdsource for ideas on business 
applications for specific technology.

Promote lessons learned database.

Transformation

Identify opportunities | Customer perspectives |
Ideation | Solution development



Supporting the Process

What you can do?

Build an environment that supports 
collaboration – both physical and online.

Capture project management knowledge.

Transformation

Identify opportunities | Customer perspectives |
Ideation | Solution development



Supporting the Process

What you can do?

Work with the business units on the knowledge 
gap(s) and formulate a training plan with OD.

Capture lessons learned on the change.

Update your knowledge map!

Change Management

Transform the way we work | Adapt to the new 
way of working | Acquire new skills



Supporting the Process

What you can do?

Plenty J

Digital Leadership

Sustaining the transformation | Foster the digital 
culture



Core Competencies

Strategy to sustain DT leadership to continuously improve the digital core.

DT team to work with 
business units to gain 
“always-on” (forward 

looking) customer 
insights to respond 

proactively to 
customers’ needs.

Identify emerging 
technologies that will 

allow the creation of new 
values for organisation’s 

customer experience and 
business operations.

Innovate in high value 
areas where technology 

innovation can 
dramatically improve 
outcomes, eg. Using 

Design Thinking and Agile.

Digital competenciesCustomer Experience Operational Excellence

The digital core needs to stay relevant to support the ever-changing business environment.

Digital Leadership DNA
Embedding talent management, program roadmap and core competencies into organisation’s DNA will 

sustain its digital leadership and create agility in the Digital Core.

Customer Insight Technology Insight Data Enablement Continual Innovation Digital Culture

Leverage data and distil 
insights (eg. customer) to 
facilitate better outcomes 

for customers and 
increase business 

operation efficiency.

Collaborate with HR to 
develop behaviours and 

competencies that 
supports DT: Agile 

(responsive, resourceful, 
resilient, reflective and 

relevant) and technology-
literate.

Talent Mgt.: Recruitment, Development and Performance DT Program Roadmap

Digital Core



Microsoft Realtime Crowd Insights



Supporting the Technology

What you can do?

Project management tools.

Lessons learned – risks and issues.

Project information.

Project Management

Project schedule | Tasks | Risks | Issues |
Cost | Manpower





Supporting the Technology

What you can do?

Provide collaboration space for discussion and 
brainstorming.

Provide video conferencing tools for remote 
discussion.

Provide online collaboration tools to support 
discussions.

Collaboration

Physical and remote collaboration

Source: www.design-base.co.uk



Realtime Board



Supporting the Technology

What you can do?

Build a knowledge map with the DT, Operations and 
Application teams.

Identify knowledge gaps eg. Skills, SOPs, Methods.

Provide a physical / online collaboration space.

Identify and document critical knowledge - business 
continuity purposes.

Solution Development

Design Thinking | DevOps | Agile Software Dev. |
Automation



Summary
Be part of the Digital Transformation (DT) 
team.

Know your organisation’s DT strategy.

Apply the Discover, Capture, 
Institutionalise, Share and Re-use method 
to identify the “jobs-to-be-done”.

Facilitate collaboration and ”curate” 
critical knowledge for officers.

Be an agile KM team - transform the way 
we work!



The End


