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« Agile, learning organization
Develop and efficiently benefit
from the potential of your
Organization

 Concepts that work for your
Vision and in daily business
Implement elements of an agile,
learning organization in strategy
and daily work

« Skills management
Transparent expert-skills to find
the right persons and speed up
development, e.qg. for projects

* Succession management
|dentify potential, plan and
execute successful succession
management

Wissenstransfer GmbH

Awareness training,
presentations, workshops
KM as a strategic topic for daily
work, realize quick wins

Inhouse Coaching — make
things happen

Structured knowledge transfers
for key persons (experts,
managers, projects, outsourcing)

Enabling your organization
Train the trainer — build up your
iInternal knowledge transfer
coaches

Guidance, support and boost
during implementation

We offer templates, tools and
other implementation support
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Federal / Cantonal Administration

« Canton Aargau, (department of education, culture
and sport)
Leadership development

+ KSA (cantonal hospital Aarau)
Human resource / personnel development

* Insel group Bern (group of hospitals)
QM an knowledge management, software evaluation

« BAKOM (federal department for communication)
Knowledge transfer for key persons, e.g. director /
deputy, experts, teamleaders, team cooperation,
Leadership development

« BFS (federal department of statistics)
Skills management (taxonomy, processes, tools),
employee skill profile present-future view, realize
personnel development, employer branding

 VBS/NDB (federal department of defense /
intelligence service)
Optimize team collaboration, build up real deputies

« BAG (federal bureau of health)
Succession management with waiting period / gap to
succession, knowledge retention

+ ASTRA (federal department of streets)
Management awareness trainings, employer branding

+ EPA (federal department of human resources)
Management seminar knowledge transfer topics, KM
concept support and guidance

« EDA/DEZA (federal department of external affairs)
Efficient knowledge transfer in the context of
development projects

Customers

Economy

DSM (global chemical industry)

Learning organization: increase team collaboration,
increase employer branding, part time working, increase
transparency on work areas, succession of key people
Generali (global assurance)

Train the trainer for internal transfer coaches, succession
of key persons, WSM templates for internal use

HP (global IT, enterprise customers CH)

Burnout prevention for leaders with WSM, transparency
and prioritization of topics

SBB (Swiss federal railway company)

Succession of key persons, optimize team collaboration
DBSchenker (global transportation)

Leadership development, knowledge tranfers for CEO
succession, branch lead

Credit Suisse AG (global financial industry)
Succession of key persons, project handovers, burnout
prevention

BERNMOBIL (regional passenger transportation
company)

Succession of key persons, train the trainer, tool training
for internal coaches

Zurich (central administration)

Knowledge management concept, succession of key
persons

Roche (global chemical industry)

Succession of key persons

Baloise(global assurance)

Knowledge transfer coaching for new leaders
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Benno Ackermann

CEO Wissenstransfer GmbH, Lenzburg
http://www.knowledgetransfer.ch / http://www.wissenstransfer.ch
Worksphere Map®©

Knowledge Transfer Coach: >750 coached knowledge transfers for key
persons, train the trainer, consulting for gov. / profit / non profit organizations,
realizable and enabling knowledge management concepts, establish learning I
organization, awareness trainings, leadership and organizational development

Lecturer: e.g. SFI, FHNW MBA, Eidg. Personalamt (EPA), HWZ, SAQ-Qualicon, ikf MBA,
University Bern and St. Gallen, ETH Zurich, IFWI, internal education for gov./po/npo

Author, Springer Verlag: Erfolgreicher Wissenstransfer in agilen Organisationen /
Wissensmanagement, Wissenstransfer

2007 - 2014: Credit Suisse AG, Head Knowledge Transfer, global CFO Award 2012 for KM service
(cost avoidance of CHF 3.08 Mio, speed up induction phase for key persons), coaching of 450
knowledge transfers for key persons (Experts - AVP — VP — DIR - MDR — ExB, Mgmt Board)

2001 - 2007: Senior project manager blended learning and knowledge management at sunrise and
Tata Interactives (Tertia Edusoft)
MAS / MBA Knowledge Management, University Lucerne
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st visssansterch Onboarding of Key Persons
Ramp-Up / Onboarding / Deputies

Situation ASIS

Dalily Wor ‘Organizatio

«On bo Onboardi
Predecessc  Values
experience * Vision

« Important intel L Code of Conduct
customers k.\ - oy

e Processes

 Challenges
ation

N
\" DN training

X[ EC
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Onboarding of Key Persons
Ramp-Up / Onboarding / Deputies

Situation TOBE

Learn at speed of business
» Directly at Workplace
J- From the experts

ontext of worksphere
s :

N .
oriorities

/ledge to
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Onboarding

Optimize and fasten
“time to market”

* Create job and
stakeholder
transparency in
complex Worksphere

« Enable project rampup

* Increase quality of
project delivery

« Enable key resources
In work context

Daily work

Understand complex

worksphere

* Support change
management

* Build “real” deputies

* Prepare for longer
absences

* Minimize loss of tacit
knowledge during
project handover

* Prepare for potential
loss of staff

« Create transparency
offshoring projects

Personal Lifecycle
... from a person’s perspective

Offboarding

Enable ++ project
deliveries

Support project
rampdown (from a
personal and project
perspective)

Enable seamless
continuation after
resignation

Minimize loss of
knowledge due to two
year regulation,
external staff
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Tacit knowledge is all about people

Explicit knowledge enables its real business
value only in correlation with the underlying tacit
knowledge

Tacit knowledge enables us to efficiently manage
our daily workflows and processes without
thinking about them

Tacit
(know how)

Lives in people
and their practices
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Loss of staff: influence on tacit knowledge,
impact on productivity and efficiency

Generation 2
Successor

Knowledge

Generation 1
Successor

Valuable
> tacit
knowledge

Valuable
documented
information

—

» Time

Loss of knowledge due to leaving of multiple experts: succession
management?
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Loss of staff: influence on tacit knowledge,
impact on productivity and efficiency

Benefits

* Enables efficient and motivating induction
period for key persons

Knowledge

*  Minimizes loss of tacit knowledge
Generation 1

Successor . *  Helps to reduce knowledge gaps

*  Supports building personal network

A
Speed up Onboa g: N
20..30%
Valuable
> tacit
knowledge
~/  Valuable
} documented
» information
| | f
Efficiency increase due to cost avoidance Time

and shortening of on-the-job training period
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Phase 1-3

Structured Knowledge Transfer

PHASE 1 — Overview PHASE 2 — Detail
Identify areas of knowledge - Optionl: Transf
- Option2: iCast

to Explicit Kno

Identification Transfer Transformation
Coaching: 2 half days Coaching: 2-3 half days Coaching: 1-2 half days

Initialization

4
O
®©

Q0

e
b
o

LL

Topic and Kna Structure

Create Worksphere Map®
Prioritize Topics
Task and Induction Plan

’ Line Manager involvement on a need basis ‘

Shortens on-the-job training of new joiners
Enables spreading of knowledge within a team

Increases employee motivation

Coaching service for key employees
Transfer knowledge on a need basis
Total effort: 3—7 coached half days
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Structured Knowledge Transfer

PHASE 1 — Overview
Identify areas of knowledge

ldentification
Coaching: 2 half days

Initialization

Create Worksphere Map bac
Prioritize Topics
Task and Induction Plan

Transfer knowledge on a need basis Enables spreading of knowledge within a team

Coaching service for key employees Shortens on-the-job training of new joiners
Total effort: 3—7 coached half days » Increases employee motivation
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~afe.ste. vissenstionsierch Workproduct: Knowledge Map
Visio

Structure includes
* Business area
* Processes

3 _ and activities
[ e * People
z ¥ B  Systems
4 J " * Business cases
=% [TEBE * Priorities
2
B
e l"“TI
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e Workproduct: Knowledge Map
Prioritization of Topics

Structure includes
* Business area
* Processes
and activities
* People
e Systems
* Business cases
* Priorities
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et vissstansferch Methodology
Structured Knowledge Transfer

PHASE 2 — Details
- Optionl: Transfer Person 1:1
- Option2: iCast -@

Transfer

Coaching: 2-3 half days

Support (on den

Transfer knowledge on a need basis Enables spreading of knowledge within a team

Coaching service for key employees Shortens on-the-job training of new joiners
Total effort: 3—7 coached half days » Increases employee motivation
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sxfate. Wissensianionch Build up Knowledge, DO-THE-JOB
PULL Learning

Phase 2
Option 1

Build up new knowledge: Pull principle
Assign tasks as soon as possible

Structure and priorities according to
Worksphere Map
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sxfate. Wissensianionch Build up Knowledge, DO-THE-JOB
PULL Learning

Phase 2
Option 2

iCast: bridge regional or time gap
No successor available on place

Recording of expert

*  Worksphere Map©

* Daily work (screen recording, Youtube
for professionals)

Structure and priorities according to
Worksphere Map
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et N iCast: bridge regional or time gap
No successor available on place
L @

I\.-;Cl: 4 Queue Mglrs;"whh clustered, local Queues
O - O
Core Engine
SF Engine Servers ;E"ﬂ:‘::"'
Ty Filter £
WMQOUT 1T 18 PhaSe 2
Updates . ™ iy .
TR e - L "tll' Requestor Multifilter FOF Optlon 2
f : ] '?FS-,sn:m I!-ﬂ Orchestration of filter process ,I:::Ed:il::: Reloading of :scre: g,,nmpm B
B Sanction . .
———— ... Coach /Expert prepare iCast video
" =L ‘= messages, explaining the knowledge map to
0 e one / multiple successor(s)
2 | _ "  Screen: zoom in knowledge map
- —* Audio: original voice of manager/expert
. - explaning details
¥ML Mapper T i Scope
ZSIC [EUR 300 - 2017 W: SSIMSHWESFILTENGINTAN
1%} _+' - M5E receiver — - .
epecon o flomee = * Bridge regional gap
i * Enable successor if there is no timely
sekm -] 5. mapping 301 overlap with expert
WL TERESPGOFRTIN_XMI e
. I
 fickds
profilas. iows, decass righrs.
~— I ' s
_— ity .
ling RuleRpcus it sh MO SSUMSHURE SHLTENG! SHGOEX Lo
g 5 . [
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iCast: bridge regional or time gap

No successor available on place

| ICEEPOI AR O p——
' Conral '_'_.l —
: = = -
0K v compl ) _g e Reaponsthdith oo
(< NOK sec cﬁrufl - ,,,p;“'m - it
eement : PNase
- Optic
, i
: Pt ol Resporst
' Coach / Expert prepare iCast video
Formuir un esndat, ————— E— o
s a9 . e[l messages, explaining the knowledge map to
—_— e | -3y 1) i | N
s E von | barmitde + . one [/ multiple successor(s)
u o b \ -
. - > = N * Screen: zoom in knowledge map
Roguétes | samcon Humesw! —( — . o e .
+ agans — s * Audio: original voice of manager/expert
e o explaning details
Facudte Raquin Wi
—dror (e e

RSN ——

LOMMCL B N Dy S—

~ Scope

'+ Bridge regional gap
-+ Enable successor if there is no timely

Lhwt do tnan

s iy
G

[+ =

Jurdaus '5

it

(ol de

kLTS

L0 o lose
G +

overlap with expert
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@ (B @@ LHE dDod o8

Enter G/L Account Document: Company Code 8079

guTreeon BPcompany Code SHod [Nsmuate [EPark 2 Edting options

MBS vert

DocumentDate  |1/2/2007 | Curency  [UsD |
Posting Date 1/2/2007 |

Reference 1

Doc.Header Text

Cross-CC no. ' [

Company Code 8079  Cottonwood Dist., 8079 Red Bluff

| Amount Information

iCast

Youtube for professionals

Total deb.
0.00 'USD

Total cred.
0.00 |USD

00

0 Ttems ( No entry varant selected )

@

4
‘ 2002 Debit ¥ 20400
L 4

4| 4 « “ < < “ “ <

S. G/Lacct | Short Text D/C ';_Armunti\doc.mrr.yLoc.mnmnt | T/ Taxjurisdictn c... | | Assignment no.

0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00

c»B

Py

Phase 2

Option 2

Coach / Expert prepare iCast video

messages, explaining the knowledge map to

one / multiple successor(s)

* Screen: zoom in knowledge map

* Audio: original voice of manager/expert
explaning details

Scope

* Bridge regional gap

* Enable successor if there is no timely
overlap with expert
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Youtube for professionals

Phase 2

T
”

v

«

Phase 2
Option 2

Coach / Expert prepare iCast video

messages, explaining the knowledge map to

one / multiple successor(s)

e Screen: zoom in knowledge map

* Audio: original voice of manager/expert
explaning details

Scope

* Bridge regional gap

o |+ Enable successor if there is no timely
\t overlap with expert
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Structured Knowledge Transfer

PHASE 3 - Do
Transforation |
to Explicit Kno

entation
it

Transformation

Coaching: 1-2 half days

X
&)
®©

@)

e
b
o

LL

Topic and Kna Structure

Transfer knowledge on a need basis Enables spreading of knowledge within a team

Coaching service for key employees Shortens on-the-job training of new joiners
Total effort: 3—7 coached half days * Increases employee motivation
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iki / Transfer

5 Sunshine - knowledge

® 010 NetBiblio - knowedge
transfer
= 015 VermittelPortal -
knowledge transfer
A1CS RM
A2PB BRM
= B2 ViP Support
ViP Logs & Monitoring
ViP portal is not currently
avaiable
ViP Server Layout

[ 020 FesMan - knowiedge transfer

® 025 03Pro - knowledge transfer

CREDITSUISSE\ 015 VermittelPortal - knowledge transfer QPEit Rshare e Add- £ Too
ViP- knowledge transfer
Knowledge Map
VermittelPortal / ICTO 25577 (former: ICTO 35) Tis

IT Production Support
AM Order & Trade Mgmt, Market Data
Managing i

management, reporting, alerting

provision

Moderation/Coaching: B. Ackermann

Intermediary

3

[~Support
Servers, Not

Extract

[Business opportunity

Jintroduction of potential clients cs par

M .

-
' omployee data
+ [web Application server (seLuN) Import all CSV file
H user data
' Win Task Scheduler e

Tev
. 2500 users o
’ 1
: i
L0AP admin Tool
'
‘
- tach. PROD lssuss
toch. PROD lesue ' Chrystal Reports

'
: ?
'
s .

Intermediray lifecycle 2

d 0 -
: PTA/PROD
' e

ver (BFLUNI)

Crnor Sun™ 8 Servers

Creprmsusst™

Probiem Descripton

ocument /
System...

Frame for knowiledge transfer pilot

Timeline

Knowledge Transfer from ... to .
Support by KMCC ....

for lge transfer
Or
Topics for transfer
In scope: Knowledge Map
Overall knowledge map
In scope: areas
Out of scope
A topic: i
Scope for transfer

ge Map

Mission statement .
Strategical integr
Today's and next days hot topics

Customers expectations, deliverables Customer view

Issues / actual problems within process.

VIP portal is not currently a

Principle: Structure and methods are based on priorities of successor
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sstacte. wissenserslench Wiki / Transfer Document /
KM System...

< e@|ﬁ> https.//dsm1234.sharepoint.com/teams/o O ~ @ & ” E) Analytics System Managem... ‘ ‘
Office 365 Sites o

€ SHARE Yy FOLLOW

BROWSE PAGE
E:‘ R&D System Management et
A Idl}’ LILD ,_)JVDLC'I I Ivial IC]EJC'I 11T IL
]
% Home Last modified at 6/12/2015 10:10 AM by = Mueller-Schweikart, Michael [Edit this page] ! Page Rating
@ Analytics - Support T rdrir|o
: i Categories
0 Analytics System i )
[N | Management Q% R_D_System_Mgmt WSM_Final2.vsd | No categories were sele
= A Atlas CDS [ R_D_System_Mgmt_WSM_Final2.pdf
@ AL Infrastruktur

AZ Systemn
Management

B Vela LIMS

B1 Infrastruktur

B2 System Management

Transfer limpicit - explicit, succession is d
learning type, review by SME/expert, planning basis for Linemanager and personal
development

T

L G1 Expert Support

(] G1.1 SAP - CADO
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Phase 1-3

Stakeholder "Drivers"

Atlassian Confluence Wiki / Gliffy
Structured Knowledgetransfer

Areas of Responsibility

weskly, — global ATP
giobal matr @
Team

Petra Haller
Lt o]

External
~
@ Area 1
IFY Ltd. regional ATP =)
Support
—~ on demand =1
& N 7Y J :
800-17.30 —‘E
35d
Support Lud
Team

—

Ie 2l (o | =
\\ " L] =

Create WorkSphere Map®© over multiple team areas, structure

and prioritize important topics, link to Confluence wiki pages,
internet, intranet, iCasts

4 — o e £amr BT -
ATP
e e
Imeml = Area 1 Business Purposc. Vio20 Dt @2 KISNgESIaE MOIICTHER Zur s e Se st
- e - oz oamt e
oval ae oo e .
— Update Actusk
daity, global matrix ™ T
Contralfing Updste List Send
( IFY-OLP l mangaly. eMad, dady, < 16.20
a Strategy+ Scrzen: ATF-12 ATP-12
Consulting - 0
% si
& Update Params. j \'E%

ey e — vertigng

ek

i, 2n0em ot Grafken DIoraTe s STrAT-Grae 6, G365 S 2 202 DRckgn rsprostn. Weem
- wosksk

NCR——

[EEN P —— pe———

56 s Do eI, S0 s e DIBETITS 0 STAAT-GraNen s, G358 8 ) .81 Deslon ssorecnen W
e s o Doy C— wosRce

SDTR rebovan
for C
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Customer Feedbacks 2016

Frage Der ganze Wissenstransfer-Prozess war eine gewinnbringende Unterstiitzung -7
Frage .T¥
Summe von Anzahl
16
14
12

10 Relle -

u Auftraggeber
B Wissensempfinger

B Wissenstrager

Eher nicht Stimme nicht zu Stimme voll zu

Stimme zu
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Customer Feedbacks 2016

Frage Ich schitze die Verklirzung der Einarbeitungszeit auf -7

Rolle =
| Auftraggeber
B Wissensempfanger

0..10% 20..25% 30..35% 40..45% 45..50%

Summe ven Anzahl

14

12

10
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Customer Feedbacks 2016

Der Wissenstransfer hat das Team entlastet -7

Sumime von Anzahl

18

16

14

12

10

Raolle -
W Auftraggeber
B Wissensempfanger

B Wissenstrager

Eher nicht Stimme gar nicht zu Stimme voll zu Stimme zu
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st wissenstansiench Adaptions of Methodology
Change Management

Increase “Time to Market” of K-l F

identify areas with transfer
AR e, T e

« Create stability and continuity L, m
in organization kil >

+ Realize potential for corporate TS| e

- knowledge to be kepl,

d eve I O p m e nt ::'el;;‘-mlmt::xirqne I -)l‘('"ﬂ:‘m:':zlmmicit sharepoint site

Team on Move * Support an enable B 5 —
reorganizations idonttyercacwith | tancter B erson | tnatorm
map valuable b) icast & explicit

Manager on Move

team wiki
transfer doc

intranet page(s)

* Avoid loss of knowledge due to v
organizational changes

«  Build up efficient deputies and
support transition of team

1HD

HD
team workspace

12
Knowledge

dentification

> transfer of implicit
knowledge

> transformation of knowledge
to explicit status: "signpost’

C h an g e \mr.| mostimpact, Transform

a) person to person implicit to
p success facto icast’ "

b) explicit
. 1HD

project memb erleader documentation of the key
replaced by edge areas

(EFL)

Optimized ProjeCt ’ Reduce riSk due to prOJeCt :denlifyareaswilh ?znelailediransfer H :

Handover

* Fasten induction for new PM o nowisdan
or team '

- Enable efficient rampup or s e
rampdown of projects - L

1o explicit status
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Checklist

Preconditions

I:I 1-3 months time frame for knowledge transfer (with or without overlap expert-successor)
I:I Awareness of preconditions/starting situation/involved persons

I:I Investment: 3—6 half days for coached methodology

I investment: Silver (CHF 3500.-), Gold (CHF 4500.-), Platinum (CHF 6500.-) Package

Coaching: steps to success

I:I Initialization with line manager, expert, successor to clarify situation, scope and concrete next steps
I:I Phase 1: Creation of knowledge map, prioritization of topics
I:I Phase 2: Detail knowledge transfer, additional knowledge map or coaching on demand

I:I Phase 3: Team/individual Wiki or transfer doc
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==t Coaching / Train the Trainer / VISIO
Templates /| Symbols / Checklists

« Coaching: Silver / Gold / Platin
« Train the Trainer

« Templates

« Stencils / Symbols

* Checklist

www.wissenstransfer.ch/shop
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Summary

Service aims to maintain and spread tacit knowledge within the company

* Maintain efficiency and effectiveness through personnel and organizational
changes

« Keep high quality production standards

« Cost avoidance/increased time to market of CHF 3.08 m in 2013(based on LM
feedbacks)

« Support manager to identify key knowledge holders and to map their tacit
knowledge while reducing production risks

* Focus on successor to enable a motivating and structured start in new role

« Estimated effort for successor and expert between 2 and 6 half days

« Shorten on-the-job training period of new joiners by an average of 30%
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Thank You!

Contact / email

DEU www.wissenstransfer.ch www.wissenstransfer.swiss

ENG www.knowledgetransfer.ch www.worksphere-map.org

benno.ackermann@wissenstransfer.ch

PHASE 1 - Overview PHASE 2 - Details PHASE 3 - Documentation
Identify areas of knowledge - Optionl: Transfer Person - Person  Transforation Implicit Knowledge
B 'ffiih-liverfjncher - OptionZ: iCast || to Explicit Knowledge
Kia Katrin Schildknecht

Sitia Scharta Identification Transfer Transformation

Coaching: 2 half days Coaching: 2-3 half days Coaching: 1-2 half days

—
[=]
o

== |

-l
a
(]

| S

Erfolgreicher
Wissenstransferin

Suppart (an demand) Topic and Knowlet Structure

Mindliner, Transfer Document / Wiki /
KMS / Sharepoint / ...

Line Manager involvement on a need basis |
T

agilen Organisationen Proriize Topcs

Create Worksphere Map b
Task and Induction Plan

Hintergrund — Methodik — Fallbeispiele

l Springer Gabler
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