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Purpose 

What: 
Knowledge Management

Why: 
Implement a Program

How: 
Tools and Best Practices



Knowledge 
Management 

The strategies and processes designed to 
identify, capture, structure, value, leverage, 
and share an organization’s collective 
knowledge and intellectual assets.*

Goals:
• Effectively capture and utilize the information that we’ve invested in 
the workforce.

• Grow the Knowledge Management program into a fully mature state

Critical activities:
• Capture and documentation of tacit and implicit knowledge

• Dissemination of that knowledge within the organization

*Definition from ARMA: Association of Records 
Managers and Administrators



Source: Archbee 

https://www.archbee.com/blog/what-is-a-knowledge-management-system


Knowledge 
Management 

at Tacoma 
Water

We envision a fully-mature 
knowledge management 
program within a modern 
environment 



Knowledge 
Management 
& Employee 

Lifecycle 



The Problems We Faced

% of workforce 
eligible to retire 

Needed a way to 
transfer 

institutional 
knowledge 

Lack of succession 
planning



Solution – Knowledge Management

How we built our program Best Practices



Knowledge 
Management

Operations 

Knowledge 
captures Procedure 

& Job Aid 
Writing 

SharePoint 
Administration

Training & 
Development

Processes 

Records 
Management

Policies 

Engineering

Standards 

Roles & 
Responsibilities 

Asset 
Management 

Plans

TMC Technology 



Knowledge Management: Road Map

Current State Foundation 
Building

Automation Documentation 
& Education

Content 
Building

Maintenance & 
Improvement



The Tools



Knowledge Capture Dashboard



Knowledge Capture Questionnaire



Knowledge Capture: Administrative Assistant 
 



Knowledge Capture: Administrative Assistant 
 



Procedure Writing: The Method

CONSULT, REVIEW, 
INVENTORY

OBSERVE AND 
WRITE

VALIDATE REVIEW APPROVE PUBLISH





Procedure 
Writing: 

Procedure 
Template



Procedure Writing: SharePoint Library



In Closing

Jennifer Airey jairey@cityoftacoma.org

 Heather Dewey HDewey@cityoftacoma.org

Rebecca Bateman RBateman@cityoftacoma.org

mailto:jairey@cityoftacoma.org
mailto:HDewey@cityoftacoma.org
mailto:RBateman@cityoftacoma.org


Appendix
Resources and References: 

• ARMA

• Enterprise Knowledge (enterprise-knowledge.com)

• Knowledge Transfer Plan (weisman.consulting)

• Tacit knowledge: understood without being expressed directly; knowledge that you do not get from being taught, or from 
books, but get from personal experience. 

• Implicit knowledge: suggested but not communicated directly; easy to articulate, but not formally captured, gained 
through understanding and experience.  Usually gained through experience and understanding of a specific topic. Can be 
shared by being around the thing you are learning 

• Explicit knowledge: knowledge that can be expressed in words, numbers, and symbols stored in books, computers, etc.  It 
can be articulated and easily communicated between individuals and across organizations. 

• Knowledge “Knowledge is a fluid mix of framed experience, values, contextual information, and expert insight that 
provides a framework for evaluating and incorporating new experiences and information.  It originates and is applied in 
the minds of knowers.  In organizations, it often becomes embedded not only in documents, repositories, but also in 
organizational routines, processes, practices, and norms.” Davenport, Tom and Prusak, Laurence. Working Knowledge. 
Harvard Business Review Press, 2000. 

• Knowledge Management (as defined by ARMA): The strategies and processes designed to identify, capture, structure, 
value, leverage, and share an organization’s intellectual asset to enhance its performance and competitiveness.  

https://www.arma.org/
https://enterprise-knowledge.com/
https://weisman.consulting/pdfs/KTP.pdf
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