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KNOWLEDGE MANAGEMENT 

UNIT-I 

INTRODUCTION TO KM 

Knowledge 

 Knowledge can be gained and accumulated as “information combined with 

experience, context, interpretation, reflection and is highly contextual”. 

 It is a high-value form of information that is ready for application to decision and 

actions within organizations. 

 Knowledge is increasingly being viewed as a commodity or an intellectual asset. It 

possesses some contradictory characteristics that are radically different from those 

of other valuable commodities. In this rapid changing business environment the 

ability to manage knowledge is becoming more crucial in today’s knowledge 

economy. 

Types of Knowledge 

1. Tacit knowledge 

2. Explicit knowledge 

1.Tacit Knowledge 

 The word tacit means understood and implied without being stated.  The tacit 

knowledge is unique and it can’t explain clearly.  That is the knowledge which the people 

possess is difficult to express.  The tacit knowledge is personal and it varies depending upon the 

education, attitude and perception of the individual.  This is impossible to articulate because 

sometimes the tacit knowledge may be even sub conscious.  This tacit knowledge is also 

subjective in character. Knowledge is exhibited by the individual automatically. They utilize 

this knowledge without even realizing it. 

2.Explicit Knowledge 

The word explicit means stated clearly and in detail without any room for confusion. 

The explicit knowledge is easy to articulate and they are not subjective. This is also not 



unique and it will not differ upon individuals. It is impersonal. The explicit knowledge is 

easy to share with others. Explicit knowledge represents content that has been captured in 

some tangible form such as words, audio recordings, or images. 

 KNOWLEDGE MANAGEMENT 

  Knowledge management is that the firms manage know-how their employees have 

about its products, services, organizational systems and intellectual property. Specifically, 

knowledge management embodies the strategies and processes that a firm employs to 

identify, capture and leverage the knowledge contained within its corporate memory. 

Knowledge Management is appropriate towards the basic activity of planning and 

implementing our tasks in a systematic and efficient manner. 

 Knowledge management is well documented that organizations with efficient 

communication   linkages have higher “information flow, knowledge sharing, cooperation, 

problem-solving, creating, efficiency and productivity. 

Knowledge management is a collaborative and integrated approach to the creation, 

capture, organization, access and use of an enterprise’s intellectual assets.  

Define 

According to Yogesh Malhotra “KM refers to the critical issues of organizational 

adaptation, survival and competencies against discontinuous environmental change .Essentially 

its embodies organizational process that seek synergistic combination of data and information 

processing capacity o information technologies and the creative and innovative capacity of 

human”.  

Sathish Joshi “ KM is a set of processes and tools which give us the ability to leverage 

and combine the collective abilities of our knowledge workers”.   

Knowledge Management Principle 

 They are timeless.  

 They are changeless.  

 They are universal.  

 They are scale able.  



 

Knowledge Management Objectives 

1. To create knowledge repositories 

2. To improve  knowledge accessibility 

3. To widen the knowledge environment  

4. To view knowledge as an asset 

KM needs 

 Knowledge management as a business strategy. 

 Transfer of knowledge and best practices. 

 Customer-focused knowledge. 

 Personal responsibility for knowledge. 

 Intellectual asset management. 

 Innovation and knowledge creation. 

Why is knowledge management important? 

Knowledge management is important because it boosts the efficiency of an 

organization’s decision-making ability. In making sure that all employees have access to the 

overall expertise held within the organization, a smarter workforce is built who are more able to 

make quick, informed decisions that benefit the company. Innovation is easier to foster within 

the organization, customers benefit from increased access to best practices and employee 

turnover is reduced.  The importance of knowledge management is growing every year. As the 

marketplace becomes ever more competitive, one of the best ways to stay ahead of the curve is to 

build your organization in an intelligent, flexible manner. You want to be able to spot issues 

from a distance and respond quickly to new information and innovations. 

Companies begin the knowledge management process for many different reasons. 

1. A merger or acquisition could spur the need for codifying knowledge and encouraging 

teams to share their expertise. 

2. The imminent retirement of key employees could demonstrate the need to capture their 

knowledge. 



3. An upcoming recruitment drive shows the wisdom in using knowledge management to 

assist in the training of new employees. 

Benefits of knowledge management 

1. More efficient workplace 

2. Faster, better decision making 

3. Increased collaboration 

4. Building organizational knowledge 

5. Onboarding and training process is optimized 

6. Increased employee happiness and retention, due to the valuing of knowledge, training, 

and innovation 

7. Reducing cycle time. 

8. Reducing overheads. 

9. In improving customer services by properly regulating response time. 

10. In creating knowledge sharing platform. 

11. In improving supply chain management. 

12. It increasing revenue through the application of efficient logistics system. 

KM for Individuals, Communities, and Organizations 

1.For the individual, KM: 

i. Helps people do their jobs and save time through better decision making and problem 

solving. 

ii. Builds a sense of community bonds within the organization. Helps 

people to keep up to date. Provides challenges and opportunities to contribute.  

2.For the community of practice, KM: 

i. Develops professional skills. Promotes  peer-to-peer mentoring. 



ii. Facilitates more effective networking and collaboration. Develops a 

professional code of ethics that members can follow. Develops a common language. 

3.For the organization, KM: 

i. Helps drive strategy. Solves problems quickly. Diffuses best practices. 

ii. Improves knowledge embedded in products and services. 

iii. Cross-fertilizes ideas and increases opportunities for innovation. 

iv. Enables organizations to stay ahead of the competition better. 

v. Builds organizational memory. 

Interdisciplinary Nature of Knowledge Management 

 

 

 

THE INTERDISCIPLINARY NATURE OF KNOWLEDGE 

MANAGEMENT 

 

Database Technologies 

Help Desk Systems 
Collaborative Technologies 

Organizational Science 

Cognitive Science 

Technical Writing     

KM 

Disciplines 

Electronic Performance 

Support Systems 

Artificial Intelligence Document and 

Information Management 

Web Technologies 

Decision Support Systems 

Library and Information Sciences 



EVOLUTION OF KNOWLEDGE MANAGEMENT 

Period Author Brief Description 

 

1938 

H.G.WELLS Coined the word 

’World Brain’ which depicts 

an intellectual organization the 

sum total of collective knowledge 

Coined the word ’World Brain’ which 

depicts an  intellectual  organization  the  

sum total of collective knowledge 

1960 PETER DRUCKER Coined the term ‘knowledge worker’ 

1986 Dr.K.WIIG Coined KM concept at UN 

 

 

1989 

 

 

McGRAW& 

HARRISSONBRIGGS 

Described ‘knowledge engineering’ 

as involving information gathering, 

domain familiarization, analysis & 

design efforts and accumulated knowledge 

must be translated into 

code, tested and refined 

 

1990 

 

SENGE 

Focused  on  the  ‘learning  organisation’ as 

one   tha   can learn from past experiences 

stored in corporate memory systems 

 

1991-95 

 

NONOKA & TAKEUCHI 

Studied how knowledge is produced, 

used, and diffused within organizations and 

how much knowledge contributed to the 

diffusion of innovation 

1994 BROWN 
Described 

Practices’ 

what is ‘Community of 

1996 STEWART 
Introduced the concept called ‘Intellectual 

Capital’ 

1997 KALPAN & NORTON Concept of Balanced Scorecard 

2000-03 ACADEMIA KM Courses in Universities with KM tex 

 

  



 HISTORY OF KNOWLEDGE MANAGEMENT 

As great attention has received in this field in recent years; however, the root of this 

area can be traced back many years. In fact, “the concept of knowledge management is 

nothing new. Corporation have always has some process to synthesize their experience and 

integrate it with knowledge acquired from outside sources like inventions, purchased 

patents. 

In modern expansion, the change in “technology speciation”, explains how advances 

in technological development often occur in rapid “bursts of evolutionary activity” after a 

small improvement in a technology opens the door to a wider range of application. 

Technology speciation can also be used to analyze the development of the knowledge 

management field. “Recent developments in information technology have an important role 

for the sudden emergence of knowledge management. Information technology has provided 

new tools to better perform the activity of building knowledge capital”. Specifically, the 

knowledge management field witnessed substantial “evolution” after the introduction of 

Lotus Notes, which was one of the earliest integrated email, Database and document 

management applications. This software  for the first time allowed users to access, share 

information and communicate with employees across a global organization. 

Netscape’s browser development and deployment of corporate intranets, which have 

had a substantial role for the further development of firms’ knowledge management and 

sharing efforts, like recently, “two important areas in particular have contributed to the birth 

of modern knowledge management systems: communication (or network technologies) and 

relational database. These advanced communication technologies, which enhanced 

collaboration between project teams. Relational databases, which allow data from different 

sources to be linked together, have allowed firms to “link” data and knowledge from one 

area of the firm to another. These knowledge “links” allow the firm to construct knowledge 

“bridges” which contribute to the firm’s ability to use existing knowledge to generate new 

learning. Other notable technological advances which have played a substantial role in the 

development of knowledge management include advances in file storage, search and 

retrieval technologies. 

The historical overview of the knowledge management provides the importance of 



information technology to the field, it is important to remember that knowledge 

management is a business process. Technology is the backbone of knowledge management, 

but it is only one such important component of an integrated knowledge management 

system. 

INFORMATION MANAGEMENT TO KNOWLEDGE MANAGEMENT 

 This has always been a bit of a tricky subject, because knowledge and information are used 

interchangeably by so many people. Therefore, you will often find KM solutions even today 

which are essentially nothing more than information or document management systems, i.e. 

which handle data, information, or perhaps even explicit knowledge, but which do not touch the 

most essential part of KM - tacit knowledge. 

Below you can find an info-graphic of the main differences, with a short explanation 

below. Please keep in mind that IM in many ways is a useful tool for KM, in that information 

can help create and refine knowledge, but as a discipline it is a different one. 

Information and IM: 

 Focus on data and information 

 Deal with unstructured and structured facts and figures. 

 Benefit greatly from technology, since the information being conveyed is already codified and in 

an easily transferrable form. 

 Focus on organizing, analyzing, and retrieving - again due to the codified nature of the 

information. 

 Is largely about know-what, i.e. it offers a fact that you can then use to help create useful 

knowledge, but in itself that 

 fact does not convey a course of action (e.g. sales of product x are up 25% last quarter). 

 Is easy to copy - due to its codified and easily transferrable nature. 

Knowledge and KM: 

 Focus on knowledge, understanding, and wisdom 



 Deal with both codified and uncodified knowledge. Uncodified knowledge - the most valuable 

type of knowledge - is found in the minds of practitioners and is unarticulated, context-based, 

and experience-based. 

 Technology is extremely useful, but KM's focus is on people and processes. IT is great for 

transferring explicit, codified knowledge, but it's role in the transfer of deeper, internalized 

knowledge is more complex. Since this kind of knowledge is passed from person to person, 

through interaction, collaboration, mentoring, etc. and preferably in an unstructured 

environment, IT tools for KM have to support this function. They are therefore not merely 

passing on information, but also act as tools to bring people together, to enhance communication, 

to allow the storage and transfer of unstructured thoughts and notes, etc. 

 Focus on locating, understanding, enabling, and encouraging - by creating environments, 

cultures, processes, etc. where knowledge is shared and created. 

 Is largely about know-how, know-why, and know-who 

 Is hard to copy - at least regarding the tacit elements. The connection to experience and context 

makes tacit knowledge extremely difficult to copy. This is why universities cannot produce 

seasoned practitioners - there are some things (the most important things) that you simply cannot 

teach from a textbook (or other codified source of information/explicit knowledge). These are 

learnt in the field and understood on an intuitive level. You cannot easily copy or even 

understand this intuition without the right experience, context, etc. - and it is this intuition that 

represents the most valuable organizational knowledge. 

Knowledge as an Attribute of Expertise 

 In most areas of specialization, insight and knowledge accumulate quickly, and 

the criteria for expert performance usually undergo continuous change. 

 In order to become an expert in a particular area, one is expected to master the 

necessary knowledge and make significant contributions to the concerned field. 

 The unique performance of a true expert can be easily noticed in the quality of 

decision making. 

 The true experts (knowledgeable) are usually found to be more selective about the 

information they acquire, and also they are better able in acquiring information in a 



less structured situation. 

 They can quantify soft information, and can categorize problems on the basis of 

solution procedures that are embedded in the experts long range memory and 

readily available on recall. 

 Hence, they tend to use knowledge-based decision strategies starting with known 

quantities to deduce unknowns. 

 If a first-cut solution path fails, then the expert can trace back a few steps and then 

proceed again. 

Information management Vs Knowledge Management 

Information management and Knowledge management are often used 

interchangeably, but still exists the differences. 

 

Information management Knowledge Management 

Data and Information – Number and 

facts, structured and unstructured 

Knowledge–structured information 

understanding wisdom 

Technology – technology driven 
People–people, process and 

management driven 

Explicit – articulated, well defined, easy 

to identify and share 

Tacit – unarticulated, hard to identify and 

Share 

Know what – facts, statistics, etc 
Know how – Action, experience, 

Innovation 

Easy to copy- useful but easy to 

replicated and with less substance 

Hard to copy – More likely to lead to 

innovation etc. 

 

KNOWLEDGE ECONOMY 

Meaning 

The knowledge economy is a system of consumption and production that is based 

on intellectual capital. In particular, it refers to the ability to capitalize on scientific discoveries 

and basic and applied research. This has come to represent a large component of all economic 

activity in most developed countries. In a knowledge economy, a significant component of value 

https://www.investopedia.com/terms/i/intellectual_capital.asp


may thus consist of intangible assets such as the value of its workers' knowledge or intellectual 

property. 

Define 

 A knowledge based economy is the one where knowledge is the main sources of wealth, 

growth and employment with a strong reliance on information technology –House ad Bell 

Characteristics of a knowledge economy 

 Knowledge and information key driver of productivity. 

 Growth in high technology investment and industries. 

 Growth in knowledge intensive service sectors such as education, communications and 

information. 

 Growth in demand for higher skilled labour / University degrees. 

 Increased importance of tacit knowledge – the skills and ability to implement codified 

knowledge. 

 Innovation is driven by both producers and users (for example, open source platforms/ 

customer feedback) rather than top-down linear systems. 

 Knowledge spillovers from one industry to another. 

 Nature of knowledge economy, related to the process of globalization and global 

diffusion of knowledge. 

 Knowledge economy and high-tech industry raise scope for increased automation of 

production processes leading to rapid changes in the labour market. 

Importance of a knowledge economy 

 Enables product innovation and customization. 

 Greater role for human capital. Firms need to attract and retain workers adapted to the 

new mode of economy. 

 To enhance knowledge distribution and benefit from new working practices collaborative 

networks can help. 

 New growth theories emphasise the potential for human capital and increasing 

knowledge to provide new sources of economic growth and high levels of productivity. 

https://www.investopedia.com/terms/i/intangibleasset.asp
https://www.economicshelp.org/blog/25163/economics/automation/


Factors affecting knowledge economy 

1. Intellectual Capital 

2. Information and communication technology 

3. New economics of information 

4. Globalization  

Industrial Economy to Knowledge Economy 

The key concepts of the knowledge economy is that knowledge and education 

otherwise referred as human capital, can be treated as, A business product, as educational 

and innovation intellectual products and services can be exported for a high value return and 

a productive asset. 

The most important factor determining the standard of living, in today’s advanced 

technological life style is knowledge based. For countries and the world the knowledge-

based economy is the front line for any operations. For the last two hundred years, neo-

classical has recognized only two factors of production: labour and capital. Knowledge, 

productivity, education and intellectual capital were all regarded as exogenous factors that 

are, falling outside the system. 

Production and services based on knowledge-intensive activities that contribute to an 

accelerated pace of technical and scientific advance. The key component of knowledge 

economy is a greater dependence on intellectual capabilities than on physical inputs or 

natural resources. 

As we are living in a knowledge economy, the nature of the work in the an 

organization has changed enormously with the shift from an industrial economy where the 

focus is production of commercial products to a knowledge economy where the main 

outcomes are service and expertise. Employers have recognized the value of identifying and 

accessing a diversity of expertise and knowledge from different sources to work on common 

goals. 

According to Housel and Bell ‘a knowledge based economy is the one where 

knowledge is the main source of wealth, growth and employment, with a strong reliance on 

information technology’. The World Bank Institute offers a formal definition of a 



knowledge economy as one that creates, disseminates, and uses knowledge to enhance its 

growth and development. 

A knowledge-driven economy is one in which the generation and exploitation of 

knowledge play the predominant part in the creation of wealth, but in this knowledge 

economy with high-technology industries such as telecommunications and financial 

services. To a significant extent, the linkages of the operations n the service sector lie in the 

hardware part. Thus, chips, integrated circuitry, and technology used in biosciences are 

important aspects of knowledge economy. The space occupied by the Information 

Technology (IT) industry within the content of the term knowledge economy is significantly 

large, probably due to its being an early starter. However, a certain extent of grayness is 

associated with the term knowledge economy, primarily because, so far, it has not been 

adequately defined; nor have its boundaries been drawn with clarity. 

 In the knowledge economy the distance will be meaningless and the world will be 

considered as a global village where using appropriate technology virtual a virtual 

organizations, virtual teams and market places are doable in which operations will be 

quicker than in the traditional economy. 

 In the knowledge economy, it is tricky to pertain controls in terms of laws, taxes and 

obstacle in the national level as the trade become global in nature. 

 In the knowledge economy, the knowledge and information drip may be 

unavoidable where the demand is maximum and the obstacles are lowest. 

 In the knowledge economy the goods which are developed on the basis of knowledge 

will magnetize premium price in comparison to the products with small entrenched 

knowledge or knowledge concentration. 

Impact of knowledge in the knowledge economy 

Unlike capital  and  labour,  knowledge  struggle  to  be  a  public  good.  Once  

knowledge is exposed and made unrestricted, there is zero marginal cost to sharing it with 

additional users. Secondly, the originator of knowledge finds it inflexible to thwart others 

from using it. Instruments such as trade secrets protection and patents, copyright, and 

trademarks offer the maker with some fortification. 

According to New Growth economics a country’s capability to take benefit of the 



knowledge economy is dependent on how rapidly it can become a “learning economy’. 

Learning means not only making use of new technologies to admittance global knowledge, it 

also means using them to converse with other people about advancement. In the “learning 

economy” individuals, firms, and countries will be proficient to fashion wealth in ratio to 

their competency to gain knowledge and distribute innovation. 

KNOWLEDGE MANAGEMENT CYCLE 

Knowledge management cycle is a process of transforming information into knowledge 

within an organization. It explains how knowledge is captured, processed, and distributed in an 

organization.  The four models have been selected based on their ability to meet the growing 

demands. The four models are the Zack, from Meyer and Zack (1996), the Bukowitz and 

Williams (2000), the McElroy (2003), and the Wiig (1993) KM cycles. 

1.Zack Knowledge Management Model 

 The Zack model is extracted from work on the design and development of information 

products. In Meyer and Zack’s approach, the network between each stage is designed to be 

logical and standardized. In this cycle, the major developmental stages of a knowledge repository 

are analyzed and mapped to the stages of a KM cycle. 

 The stages are acquisition, refinement, storage/retrieval, distribution, and 

presentation/use. This cycle is also known as the “refinery.”  



 

 

1. Acquisition of Data or Information 

 Acquisition deals with issues regarding origin of raw materials such as scope, breadth, 

depth, credibility, accuracy, timeliness, relevance, cost, control, and exclusivity. The guiding 

principle is the well- known proverb of “garbage in, garbage out.” That is, highest quality source 

data is required, else the intellectual products produced downstream will be lower. 

2.  Refinement  

Refinement may be physical (like migrating from one medium to another) or logical (like 

restructuring, relabeling, indexing, and integrating.) Refining also defines cleaning up or 

standardizing (like conforming to templates of a best practice or lessons learned as used within 

that particular organization).This stage also adds up to the value by creating more readily usable 

knowledge objects and by storing the content more flexibly for future use.  

3. Storage / Retrieval  



Storage or Retrieval forms a bridge between the upstream addition and refinement stages 

that feed the repository and downstream stages of product generation. Storage can be physical 

(file folders, printed information) as well as digital (database, knowledge management software). 

4.  Distribution 

 Distribution defines how the product is to be delivered to the end-user (like fax, print, 

email) and encloses not only the medium of delivery but also its timing, frequency, form, 

language, and so on.  

5. Presentation 

 Context plays an important role in Presentation or Application stage. The performance of 

each of the preceding value-added steps is evaluated here – for example, does the user have 

enough context to be able to make use of this content? If not, the KM cycle has failed to deliver 

value to the individual and ultimately to the company 

The repository and the “refinery” combined enable the management of valuable 

knowledge of a firm. In this cycle, there is also an impression of having to continually renew the 

repository and the refinery in order to avoid elimination. 

2.Bukowitz & Williams Model  

Bukowitz and Williams portray a knowledge management process framework that 

outlines “how organizations generate, maintain and expand a strategically correct stock of 

knowledge to create value”.  

In this framework, knowledge includes knowledge repositories, relationships, 

information technologies, communications infrastructure, functional skill sets, process know-

how, environmental responsiveness, organizational intelligence, and external sources. 

These stages aim on more long-range processes of matching intellectual capital to strategic 

needs.  

 Get Stage is the first stage, it consists of seeking out information required in order to 

make decisions, solve problems, or innovate.  



 Use Stage is the next stage, and it deals with how to combine information in new and 

interesting ways in order to foster organizational innovation. The spotlight is primarily on 

individuals and then on groups.  

 The Learn Stage points to the formal process of learning from experiences as a means of 

creating competitive gain. Learning in enterprises is important because it  

serves the transition step between the application of ideas and the generation of new ones.  

 The Contribute Stage of the Knowledge Management cycle deals with encouraging 

employees to post what they have learnt to the communal knowledge base (like a 

repository). Only in this way, can individual knowledge be made visible and available to 

the entire organization, where and when appropriate.  

3.McElroy Model  

McElroy outlines a knowledge life cycle that consists of the processes of knowledge 

production and knowledge integration, with a series of feedback loops to organizational memory, 

beliefs, and claims and the business-processing environment.  

 Problem claim formulation is an attempt to learn and state the specific nature of 

the detected knowledge gap.  

 Knowledge claim formulation acts as a response to approved problem claims via 

information acquisition and individual and group learning.  



Knowledge Claim 

Formulation 

Information 

Acquisitions 

Knowledge 

Claim 

Evaluation 

 

Codified 

Knowledge Claim 

 

Formulate 

Problem claim 

 

Individual & Group 

Learning 

 New knowledge claims are tested and examined through knowledge claim 

evaluation processes.  

 Evaluation of knowledge claims results in surviving knowledge claims that will 

be integrated as new organizational knowledge or falsified/undecided knowledge 

claims.  

Experience gained from the application of knowledge in the organizational knowledge 

base leads to new claims and resulting beliefs, triggering the cycle to begin all over again.  

In knowledge production, the primary processes are individual and group learning. 

Knowledge claim formulation, information acquisition; codified knowledge claim and 

knowledge claim evaluation. 

                                                                                                                                                                                     

These knowledge production processes can be briefed as: 

 Individual and group learning marks the first step in organizational 

learning. 

 Knowledge claim validation includes codification at an organizational 

level. 

 A formalized procedure is essential for the receipt and 

codification of individual and group innovations. 

 Information addition is the process by which an 



organization deliberately or serendipitously acquires 

knowledge claims or information produced by others, 

usually external to the company. This stage plays a basic 

role in formulating new knowledge claims at the 

organizational level. 

4.WIIG Model 

WIIG highlights the three conditions that need to be present for an 

organization to conduct its business successfully 

 It must have a business (commodities/services) and customers. 

 It must have resources (people, budget, and facilities). 

 It must have the strength to act. 

WIIG marks the major purpose of KM as an effort “to make the 

organization intelligent- acting by facilitating the creation, accumulation, 

deployment and use of quality knowledge.” WIIG’s KM cycle shows how 

knowledge is built and used as individuals or as organizations.  



 

 Building knowledge: From external and internal knowledge sources 

 Holding knowledge: Storing the information in a particular form 

 Pooling knowledge: Through intranets and knowledge management 

portals 

 Applying knowledge: In the context of work embedded in process 

Integrated Cycle 

Three major stages of integrated cycles of knowledge management strategy 

when introduced in any organization: 

 Knowledge capture and/or creation 

 Knowledge sharing and dissemination 

 Knowledge acquisition and application 

 

 



 

Knowledge Capture states the identification and frequent codification of existing (usually 

previously unnoticed) internal knowledge and know-how within the organization and/or external 

knowledge from the environment. 

Knowledge Creation is the advancement of new knowledge and know-how innovations that did 

not have a previous existence within the organization. Once, it is clear that the newly identified content is 

of sufficient value, the next step is to contextualize this content. This involves maintaining a connection 

between the knowledge and those knowledgeable about that content. 

Contextualization also indicates identifying the key elements of the content in order to 

better match to a variety of users. Finally, contextualization succeeds to when the new content is 

firmly, precisely yet seamlessly, embedded in the business processes of the enterprise. 
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