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Executive Summary

Introduction

· Information and knowledge are valuable resources that must be managed with as much care and attention as the traditional resources of people, money, and buildings. Indeed, it is an asset that should be used effectively to the benefit of the Council and its community. 
· The proposed strategy will help to ensure all information and knowledge created and used within the council is accessible to all and will ensure that information and knowledge are managed and controlled in a co-ordinated and cost-effective manner.    
Information and Knowledge Management 
· While Information Management emphasises delivery and accessibility of content and relies heavily on technology, Knowledge Management focuses on culture and work practices, emphasises adding value to content by filtering, synthesising, interpreting and adding context and requires on-going human input. 
· Information and Knowledge Management (IKM) is about managing the Council better and enabling the Council to improve services, to be more efficient and to develop better policies.  

The Case for Information and Knowledge Management
· It is acknowledged that knowledge residing in the heads of individuals allows Councils to improve and develop services.  Indeed, individuals employed in the Council hold key information and knowledge on a vast range of subjects.  However, there is evidence to suggest that only 20% of information and knowledge within a typical local authority is structured, codified and accessible.
· In order to capture much of the information and knowledge currently inaccessible, the strategy will focus on achieving a knowledge sharing culture whereby the interaction and communication between people will be encouraged in order to share their tacit knowledge which will then be made explicit and readily accessible to others.
· IKM removes the barriers to “joined-up” working and allows employees to work and learn from the information and knowledge held throughout all Services within Aberdeen City Council, in addition to learning from the work of external partners the views of the general public.  The existence of the strategy will help people to start thinking about how they learn from each other.  

· With heightened interaction between Services, strategic partners and the public, the Council will become more proactive in realising and responding to up and coming challenges. 

· The introduction of an Information and Knowledge Management strategy will play a major role in providing the most up-to-date information and knowledge available to share across Services, with partners and citizens.  
· Information and knowledge can enhance interaction throughout the Council and the community, empowering employees as users of information and knowledge and also help to create new information and knowledge through a positive sharing culture.  As a result, the Council should secure benefits in speed of delivery and as a consequence in customer and employee satisfaction. 
· The Information Management aspect will ensure that all information held within Aberdeen City Council can be used to its fullest extent, meaning that it will be made easily accessible to all that may wish to use it.  

· If the knowledge held in the Council can be captured and made known to all, everyone can better understand why they must do what they must do, better decisions can be made and importantly, the Council becomes more resilient as it becomes less reliant on a few members (those previously the holders of all knowledge) of staff.

Information and Knowledge Management as a Cultural Issue

· The Information and Knowledge Management strategy will play a significant role in creating an organisational culture that can evolve and respond well to change and challenges.  It will help to foster a knowledge sharing culture allowing untapped knowledge and experience to be captured and made available to others.
Information and Knowledge Management Vision and Strategy

· The Information and Knowledge Management vision is to create an information and knowledge sharing culture to ensure that new, existing and relevant information and knowledge are shared readily and are available to those who need it, when they need it.

· In order to achieve this vision the following goals have been identified:
· To recognise information and knowledge as a corporate resource

· To ensure information and knowledge are accurate and reliable

· To improve access to the information and knowledge available in the Council

· To facilitate the sharing and application of knowledge within the Council and across Services

· To encourage and support the creation and nurture of new information and knowledge 

· The document outlines the objectives and outcomes for each of the goals mentioned.  

· During 2009, employees will be invited to participate in a study in order to identify whether the strategy has fulfilled the needs of staff members, to indicate and prioritise issues or areas for improvement, and to make any recommendations. It is anticipated that this will inform the development of subsequent IKM strategies.  

Implementation 

· The reformed IKM Group will meet on a quarterly basis to discuss progress and any issues that may arise.  In addition, the strategy will be reviewed by the group on a yearly basis and all actions will be carried out under co-ordination of the group.

· In terms of roles and responsibilities, 4th tier managers and above will help to encourage buy-in from employees while the IKM Officer will be responsible for keeping the strategy up-to-date and the IKM Group will support the implementation of the strategy within their individual Services.  In addition, the e-Government team, Service Design and Development, individual staff members and the service management teams will all play a major role in the implementation of the strategy. 

· An annual progress report will be produced and submitted to the IKM Group in the first instance and then presented to CMT for approval.  
· As the strategy will encourage new ways of working, it is anticipated that there will be a need to develop information-based skills which will allow staff to operate effectively in an information and knowledge sharing environment.

Introduction
‘A council that can tap into the vast amount of knowledge available within the organisation and share it between employees will have a huge advantage over a council that never discovers or seeks to identify what its people know.’ (Improvement and Development Agency, 2007)
Information and knowledge are valuable resources that must be managed with as much care and attention as the traditional resources of people, money and buildings.  While information and knowledge are recognised as strategic assets in the private sector there is also a need within the public sector to effectively capture, share, and apply information and knowledge.  In fact, Information and Knowledge Management is about managing the Council better and enabling the Council to improve services, to be more efficient and to develop better policies.  
Information and Knowledge Management has a significant role to play as information is at the heart of everything the Council does.  The Council’s activities are so wide-ranging and diverse that it is difficult to manage information and knowledge effectively and efficiently without an Information and Knowledge Management strategy.  

The proposed strategy will help to ensure all information and knowledge created and used within the council is accessible to all and to ensure that information and knowledge are managed and controlled in a co-ordinated and cost-effective manner.  

This document aims to:

· present the case for an Information and Knowledge Management strategy

· outline the Information and Knowledge Management strategy vision

· describe the actions involved to achieve the Information and Knowledge Management strategy vision and goals 

This strategy is an updated version of the Corporate Information and Knowledge Management Strategy 2003- 2006.  

Information and Knowledge Management Defined
In order to define Information and Knowledge Management it is useful to first define the concepts of data, information, and knowledge.  Data is a set of facts, concepts, or statistics that can be analysed to produce information while information is data that has been organised within a context and translated into a form that has structure and meaning.  Knowledge is derived from information but is richer and more meaningful. It includes familiarity, awareness and understanding gained through experience of study and results.  It is important to note that information is required to make knowledge valuable.  
There are two types of knowledge: tacit and explicit knowledge.  Tacit knowledge is accumulated knowledge and experience which resides in individuals and is considered valuable as it provides context for people, places, ideas and experiences.  It is only known by an individual and therefore is difficult to transfer to the rest of the organisation without extensive personal contact and without it being converted to explicit knowledge. This knowledge may be the most valuable of all because it is frequently more extensive and up-to-date and, therefore, more useful for decision-making. It can also be suggested that people are not aware of the tacit knowledge they possess or the value it has to others.  In contrast, explicit knowledge can be articulated, codified, and stored in certain media and can be readily transferred to others.  This type of knowledge is commonly found in databases, spreadsheets, manuals, procedures and other documents.  
With these explanations in mind, definitions of both Information Management and Knowledge Management can be considered.  Information Management describes the way an organisation effectively plans, collects, organises, uses, disseminates and disposes of its information and through which it ensures that the value of that information is exploited to the fullest extent.   In addition, Knowledge Management helps to create, manage, and use expertise, experience and knowledge by connecting people to people; people to information; and people to systems.  
Moreover, the purpose of Knowledge Management is to create an environment or culture where information and knowledge are routinely captured, shared and used in support of all activities, processes and services.  In short, Knowledge Management helps ensure that the right information gets to the right people at the right time to make the right decisions.  While Information Management emphasises delivery and accessibility of content and relies heavily on technology, Knowledge Management focuses on a change of culture and work practices, emphasises adding value to content by filtering, synthesising, interpreting and adding context and requires on-going human input.  
As a consequence, both aspects of Information Management and Knowledge Management are considered to be beneficial to the Council and both will be considered in the proposed strategy.  
The Case for Information and Knowledge Management 
It is widely accepted that the knowledge residing in the heads of individuals allows Councils to improve and develop services.  Individuals employed in the Council hold key information and knowledge on a vast range of subjects which allows the Council to operate and succeed.  However, there is evidence to suggest that only 20% of information and knowledge within a typical local authority is structured, codified and accessible (HMSO, 2007).  In order to become more efficient and effective it is necessary to ensure that much of the remaining 80% is captured, made explicit, and made widely accessible to those who need it.  Indeed, as knowledge is created in individuals’ heads it is crucial that this knowledge is also moved from where it is created to where it is required.   As such, the proposed strategy will focus on achieving a knowledge sharing culture whereby the interaction and communication between people will be encouraged in order to share their tacit knowledge and this knowledge will be made explicit and readily accessible to others. In fact, the introduction of this Information and Knowledge Management strategy will play a significant role in providing the most up-to-date information and knowledge available to share across Services, to partners and with citizens.  Therefore, the strategy will set key goals which the Council should adopt and integrate into its standard practices to make better use of information and knowledge.  The existence of the strategy should help people to start thinking about how they learn from each other.
As outlined in the current Administration’s manifesto the Council is fully committed to delivering high-quality Services which meets the needs of the citizens of Aberdeen and to meeting the requirements of the Continuous Improvement (Best Value) regime. In addition, the Council is continually facing external pressures that need to be dealt with, all of which emphasises the need for an Information & Knowledge Management strategy. Information & Knowledge should be managed as a corporate resource to support, among other things the Modernising Government Agenda demands for progress and continuous improvement of Service delivery.

By making better use of the information the Council currently has, and by converting tacit into explicit knowledge and then making it widely accessible, the Council will be in a much better position to utilise communication technology to serve the Aberdeen City public to a higher standard. As Information Technology is seen as an enabler to an Information and Knowledge Management strategy, if put to good use it will make access to information about the Council easier and allow Freedom of Information (Scotland) Act 2002 requirements to be met more readily. Well-documented and accessible information and knowledge combined with the increased use of digital technology also offers the possibility of a better informed and more participative democracy. 

The technological assistance to Information and Knowledge Management however is not the major driver. It has to be expected that some citizens will not want or will not be able to be direct users of new technologies. That does not mean this strategy does nothing to support them. With the better managing of information and knowledge, through the adoption of a sharing culture within the Council better face-to-face and telephone interactions can also be realised.  

In short, IKM removes the barriers to “joined-up” working and allows employees to work and learn from the information and knowledge held throughout all Services within Aberdeen City Council, in addition to learning from the work of external partners the views of the general public.  The Information Management aspect will ensure that all information held within Aberdeen City Council can be used to its fullest extent, meaning that it will be made easily accessible to all that may wish to use it.  If the knowledge held in the Council can be captured and made known to all, everyone can better understand why they must do what they must do, better decisions can be made and importantly, the Council becomes more resilient as it becomes less reliant on a few members (those previously the holders of all knowledge) of staff.  As a result, the Council should secure benefits in speed of delivery and as a consequence in customer and employee satisfaction.

In summary, it is anticipated that the implementation of an Information and Knowledge Management strategy will help to:

· Leverage the existing expertise within the Council ensuring effective performance e.g. making people aware of what is available and where it is located
· Complement the Council’s e-Government and Electronic Document and Records Management strategies and objectives

· Present information details clearly, dramatically decreasing the speed of locating the right item 
· Offer contact names related to documents, allowing searchers to quickly establish an “expert” on that particular item

· Share experience in implementing new projects and reduce costs. Lessons will be learned from previous projects 

· Encourage the use of a common language

· Preserve, develop, use and share knowledge. This means expertise will not be lost when experienced employees leave

· Reduce duplication of efforts by encouraging the interaction between employees. By coupling this knowledge with readily available information the risk of ‘re-inventing the wheel’ will be vastly reduced

· Improve public access to the relevant information, moving information which should be in the public domain through several communication channels such as the corporate website. By conforming to legislation (Freedom of Information (Scotland) Act 2002 etc) the public will be given increased access to all information that may concern them 
· Improve communications between employees and managers which can prevent and resolve problems more efficiently
The success of the Information and Knowledge Management strategy will be measured by how well it has achieved the actions and milestones. Performance indicators and metrics will also be introduced in order to measure progress and to identify areas of improvement.  
Information and Knowledge Management as a Cultural Issue
The implementation of this strategy will help to foster a Knowledge Management culture within the Council allowing ‘untapped’ knowledge and experience to be captured and made available to others.  It should be noted that the Information and Knowledge Management strategy is not primarily an IT project and relies on people skills and cultural change more than anything to succeed. Therefore, this strategy will also attempt to encourage and facilitate face-to-face information and knowledge sharing. However, technology should be seen as an enabler of Information and Knowledge Management and has been given due consideration in the development of this strategy.

The proposed strategy will help to develop a culture that can evolve and respond well to changes and challenges. It will promote the positive sharing of information and knowledge throughout Services, giving all employees the right information and knowledge resources to be better prepared to meet these changes and challenges. Moreover, with heightened interaction between Services, strategic partners and the public, the Council will become more proactive in realising and responding to up and coming challenges.  
IKM Strategy 2003-2006 - Progress to Date

With the departure of the previous Information and Knowledge Management Officer in early 2006 the actions outlined in the Information and Knowledge Management strategy 2003-2006 were put on hold until a replacement officer was recruited in August 2007.  The following section describes the work carried out before the employment of that replacement.
The IKM Group was set up to support the development of the Information and Knowledge Management strategy.  The individual group members supported the strategy and liaised with staff within their respective Services represented by group members.   In addition, staff from all Services in the Council participated in two Knowledge Management workshops in order to improve understanding of the overall aims and objectives of Information and Knowledge Management strategy. In order to make available details of all policies and procedures currently available in the Council, an Information Audit was also completed by all Council Services by mid 2003 and the results were used to populate a searchable database made available to all Intranet users.  By the end of August 2003 users were able to update the database on an ongoing basis.  
An Information and Knowledge Management Web blog was piloted by the IKM Group in conjunction with the e-Government team. This ‘blog’ allowed the IKM Group members to post messages and resources on a common web based platform to aid the sharing and retention of knowledge. Currently thirteen blogs are available at http://abcityweb/blogs/; ten are inactive including Spend to Save, PEPSI and Education, Research and Development while the Accommodation Policy in Community Services, Housing Services and Social Work Improvement blogs are updated on a regular basis.  

In January 2004 a pilot was undertaken to gather personal profiles of staff members. The aim of this exercise was to highlight the experience and knowledge that exists within the Council, and to enhance access to this expertise for everyone within the Council. It was hoped that this would inform the design of an electronic platform to host the information and help to develop a more standardised approach to gathering this information. 

The introduction of The Zone in June 2005 as a replacement for the old Council Intranet has had some major implications for the delivery of information and knowledge resources around the Council. Information classifications systems were developed both in-house and nationally to further enhance information retrieval. This was also incorporated into the development of the new Council Website, which was launched in May 2006.  
In order to encourage sharing of project-based knowledge and experience, work relating to the development of two IKM related systems was also carried out.  The introduction of a Community of Practice within the former Community Development team was considered in order to facilitate discussions and knowledge sharing relating to Community Development.  These discussions also included the best way to encourage and establish such communities throughout the Council.  In addition, a Lessons Learned log and database was partly developed with the help of the e-Government team and other teams within Service Design and Development.  It was anticipated that this log would record all issues and solutions encountered during projects which would then be made available on the Zone.  As a consequence, this information would benefit others involved in similar projects.   
A proposal to incorporate a knowledge capture aspect to Human Resource’s Managing Leavers Policy and Procedure was also developed.  It was anticipated that capturing knowledge when an employee either leaves the Council or moves to another Service within the Council would ensure that key knowledge would not be lost.   
As the proposed strategy for the period 2008 to 2009 is an updated version of the strategy 2003-2006, it is anticipated that the proposed actions outlined below will be partly based on the work carried out to date.  
IKM Strategy Vision and Objectives
The strategy is based on the vision for the management of information and knowledge and a set of goals through which the vision will be achieved.  The Information and Knowledge Management vision is:
‘…to create an information and knowledge sharing culture to ensure that new, existing and relevant information and knowledge are shared
readily and are available to those who need it, when they need it...’
In order to achieve the vision the following goals have been identified: 
· To recognise information and knowledge as a corporate resource
· To ensure information and knowledge are accurate and reliable
· To improve access to information and knowledge available in the Council

· To facilitate the sharing and application of information and knowledge within the Council and across Services

· To encourage and support the creation and nurture of new information and knowledge 

Strategy Action Plan
The strategy aims to facilitate a change of culture whereby information and knowledge are routinely created, handled and shared.  It also aims to encourage the sharing and creation of information and both tacit and explicit knowledge and seeks to ensure as wide an audience as possible is given the chance to access and contribute information and knowledge in as many appropriate ways as possible. The strategy should be flexible enough to include new ideas and technological advancements and as such, the strategy will be reviewed on a regular basis to ensure it remains relevant and appropriate.  In addition, by the beginning of 2009, employees will be invited to participate in a study in order to identify whether the strategy has fulfilled the knowledge needs of staff members, to indicate and prioritise issues or areas for improvement, and to make any recommendations. It is anticipated that this will inform the development of subsequent IKM strategies. 
The following section provides an outline of the objectives and outcomes for each of the goals mentioned above.  A description of the actions, targets, completion dates and the officers responsible for each of the proposed goals and objectives will be outlined in a detailed action plan.  
To recognise information and knowledge as corporate resources

Objectives:
· To raise awareness of the role of information and knowledge in efficient Service delivery and customer focus

· To understand the importance of the ‘experience’ and ‘expertise’ of staff as the organisations most valuable asset

· To ensure all managers are committed to maintaining and contributing to the Information and Knowledge Management systems and initiatives  and be responsible for endorsing this message to their staff

· To respond to the changing information and knowledge needs of the organisation
· To ensure buy-in from employees
· To ensure that aspects of the strategy are included in Service planning and performance management

· To make a link between the strategy and other relevant strategies 

Actions:

· Develop a communications plans to promote all IKM initiatives and tools 
· Raise awareness and promote understanding of the benefits of IKM

· Develop and implement procedures to enable all staff to contribute to and use IKM systems and tools

· Promote the existence of the IKM Officer

· Carry out an additional information audit

Outcomes:

· A flexible, committed workforce who understand the benefits of Information and Knowledge Management to the organisation

· Removal of departmental ‘silos’ and a joining up of Services that recognise the needs of the organisation

· A culture which is responsive to change and the needs of the council, partners and  other customers

To ensure information and knowledge are accurate and reliable
Objectives: 

· To ensure all information and knowledge available for sharing is accurate

· To ensure all information which has restricted/authorised viewing is classified as such and measures to enforce that are in place
· To apply a data standard approach which is based on industry standards
· To ensure that all information and knowledge will be subject to Corporate Policies on security, confidentiality and ownership

Actions:

· Set up editorial board for the Zone

· Develop procedures and guides to ensure old and out-of-date information is removed and replaced

· Introduce corporate data standards

· Develop an Information Governance framework and group 

· Develop performance indicators to gauge success

Outcomes:
· An organisation working with valid, reliable and up-to-date information and knowledge resources

· A more effective and efficient workforce

· An Information-and knowledge-rich organisation

To improve access to information and knowledge 

Objectives:
· To provide equal access to information and knowledge 

· To provide as much information and knowledge to the employee or citizen as is appropriate and enhance efficient communication

· To ensure information is easily accessible and easily understood

· To promote awareness of the availability and location of information and knowledge 

· To ensure customers are offered a wide range of methods to access information and knowledge from the organisation

· To develop individuals’ knowledge and information skills

· To eliminate the duplication of effort and reinventing the wheel

Actions:

· Ensure IKM systems are located on specific area of Zone
· Consult with employees and Services on information and knowledge requirements/needs
· Restructure home page of Zone 

· Review the need for the IKM database – integrate current content throughout the Zone

Outcomes:
· Services and staff will have full access to accurate and reliable Council information and knowledge 

· Better informed community and citizens
· Faster task completion as information and knowledge are re-used with no duplication of effort

· Information and knowledge available in appropriate formats
· An open corporate culture where information and knowledge are made available rather than hoarded

· A workforce which have the capabilities to access, share and use information and knowledge when required

To facilitate the sharing and application of knowledge within the Council and across Services

Objectives:
· To recognise the importance of sharing information and knowledge throughout the Council

· To ensure the role of sharing information and knowledge are valued

· To make information transfer between Services and the customer more straightforward

· To encourage the sharing of tacit knowledge from person to person

· To convert tacit knowledge to explicit knowledge 

· To recognise and deal with the effect of external legislation on the sharing of information and knowledge

· To ensure that explicit information and knowledge are shared legally and safely around the organisation and to customers

· To ensure a range of technologies is employed to realise efficient information and knowledge sharing

Actions:
· Develop procedures to encourage face-to-face transfer of knowledge
· Introduce online and face-to-face Communities of Practice

· Develop FAQs from helpdesk call logs and make available on the Zone

· Review and update protocols governing the sharing of information and knowledge

· Develop a corporate directory of experience and skills
· Develop an online knowledge-focused leavers questionnaire and a face-to-face knowledge debrief to capture knowledge on exit

· Develop and make available a lessons learned database

· Introduce after action reviews

· Promote the existence of IKM initiatives

· Develop ways of promoting benefits of sharing information and knowledge face-to-face or online

· Encourage good IKM behaviour by producing a list of motivations for each IKM processes and practice

· Identify appropriate software tools for information and knowledge sharing

· Expand and promote the use of wikis and blogs
· Develop an online knowledge-focused leavers questionnaire and a face-to-face knowledge debrief to capture knowledge on exit

Outcomes:
· A corporate knowledge sharing culture

· A continually improving organisation through the production and sharing of best practice information and knowledge

· The development of communities of practice for the informal sharing of tacit knowledge and expertise

· Information and knowledge linked to personal contacts to facilitate further investigation and knowledge gathering

· Expertise and experience made available through person-to-person contact 

· An organisation aware of its role in the success of information and knowledge management and the benefits of sharing information and knowledge

· An organisation that complies with external standards regarding the availability and delivery of information

· Information and knowledge experts (Custodians) assigned to individual items with responsibility to ensure they are maintained and shared appropriately

· Knowledge and expertise is retained in a database and/or by linkages to specific individuals- and not lost when employees leave

To encourage and support the creation and nurture of knowledge 

Objectives:

· To recognise the importance of employees as carriers of information and knowledge
· To create and share new information and knowledge

· To locate and share knowledge and expertise as a corporate resource

· To retain the expertise when staff leave and reorganisation occurs

Actions:

· Produce seating plans, name labels for employee’s desks

· Generate organisational charts with names and make available on the Zone

· Develop notification procedures when other Services plan to introduce IKM related systems

· Assign data custodians to explicit knowledge

Outcomes:
· Staff and customers recognised as experienced and valuable source of information and knowledge 

· Services work together for the best resources and results

· Projects can be developed involving people with both interest and expertise

Implementation Plan

Approach

The following approach will be adopted to implement and develop the Information and Knowledge Management strategy:

· The IKM Group will be reformed and should consist of representatives from each of the six Services and one representative from the Communications and Administration Group and the security group as well as the IKM Officer  and the Records Manager
· The IKM Group will meet on a quarterly basis to discuss progress and any issues

· In addition, the IKM strategy will be reviewed and updated by early 2009
· The Information and Knowledge Management initiatives identified in the strategy and Action Plan will be carried out under the co-ordination of the IKM Group

· The Information and Knowledge Management strategy and the IKM Group will be represented on the dedicated area of the Zone. This area will act as a central communication point for all Information and Knowledge Management related initiatives and can be used to offer feedback, suggestions and encourage debate on Information and Knowledge Management issues
· The progress of the Information and Knowledge Management Action Plan will be reviewed quarterly by the IKM Group  

Roles and Responsibilities

The ongoing support of Senior Managers (4th tier and above) is particularly valuable in terms of the successful implementation of the Information and Knowledge Management strategy. This support will help to encourage buy-in from employees and will give credibility and value to the strategy as a whole. 
The IKM Officer has the responsibility of continuing to ensure the Information and Knowledge Management strategy is kept up-to-date, to constantly improve the levels and methods of collecting information and knowledge and to continually promote and inform the Information and Knowledge Management strategy.

The reformed IKM Group will have responsibilities to further support the implementation of the Information and Knowledge Management strategy within their individual Services, and to liaise between Service staff and the IKM Group. In addition, they will be expected to filter down Information and Knowledge Management developments, gather feedback from staff members and ensure that the objectives of the Information and Knowledge Management strategy are met.  The remit of the IKM Group will include:

· To review existing information and knowledge resources 

· To identify which IKM-related issues are currently being addressed

· To identify which other IKM-related issues need to be considered by the Group

· To advise Council Services on collecting and storing information in an effective manner

· To ensure that the importance of IKM, as a resource, is communicated to all staff

· To encourage a culture of information and knowledge sharing

· To align IKM objectives with Services’ business objectives

· To obtain and sustain the Services’ support for IKM initiatives

The e-Government Team and other teams within Service Design and Development will play a major supporting role. The Zone and the website will help to promote the Information and Knowledge Management strategy.  In addition, web technologies can be used to display information and knowledge captured which will make the information retrieval process quicker and more straightforward.  The Corporate Communications team and the Communications and Administration Group will also play a key role in promoting and communicating the Information and Knowledge Management strategy and its associated initiatives throughout the Council.  
Individual Staff Members will have a huge bearing on the success of Information and Knowledge Management. Through workshops, staff briefings and a promotions campaign staff will be made aware of the benefits of Information and Knowledge Management and encouraged to use information and knowledge in a way that will support the strategy.
Finally, the role of the Service Management Teams in implementing the Information and Knowledge Management strategy is also critical.  They will have responsibilities for the implementation of Information and Knowledge Management initiatives, adhering to agreed standards and communicate concerns, opinions and problems back to the IKM Group for discussion, resolution and action.
Deliverables and Outcomes

The main deliverable on progress will be the annual Information and Knowledge Management report. It will be developed to record the progress made towards the embedding of the actions and targets and thereby the effectiveness of the strategy.  Under the improving access goal the needs of employees and Services will be audited.  However, as part of this process an additional audit will be carried out to identify the needs of individual Services and their employees. The report will initially be sent to the IKM Group for approval.  Once approval is granted the report will then be sent to CMT for review.  This report will propose a set of information and knowledge improvement aims and objectives for implementation over the coming year and help to further meet the needs of the employees and Services. 

Skills

Implementing this strategy will place demands on employees to work in new ways. There will be a need to develop skills so that individuals can operate successfully and effectively in this type of environment.  Information skills are required to know ‘when and why you need information, where to find it, and how to evaluate, and use and communicate it in an ethical manner’ (CILIP, 2005).  Therefore, information skills training workshops will be included in the planning stage of every IKM initiative or system.
References

CILIP, (2005).  Defining Information Literacy for the UK. Available at: http://www.cilip.org.uk/publications/updatemagazine/archive/archive2005/janfeb/armstrong.htm
HMSO, (2007).  Unlocking the potential of public sector information.  

Improvement and Development Agency, (2007).  
Knowledge Management in local government. Available at: http://www.publicnet.co.uk/publicnet/ab040519.



























PAGE  
1

