
Bonnie Cheuk, Improvement Service
Christine McLaughlin, PricewaterhouseCoopers

David Porter, PricewaterhouseCoopers

Knowledge Sharing
What's in it for me to share my knowledge & how can it help me 

achieve greater efficiency, quality & accountability? Using Best value 
examples, this session will demonstrate the value that a practical 

approach to sharing knowledge can bring to Scottish Local 
Government  & the challenges of getting it right.



• Working with Councils and their Partners

• To Improve Efficiency, Effectiveness and Accountability

• Of Local Public Services

• Through Direct Support, Capacity Building and 
Knowledge Management



How can we ensure that 
information, ideas, experience 

and knowledge flow across 
Scottish local authorities (and 

their partners) to improve local 
public service? 



A Chief Executive says to you…

“We must share our knowledge 
across local authorities to drive 
improvement, what projects or 
activities would you initiate?”
Name one.



1. Knowledge can only be volunteered. It can never be 
conscripted. 

2. We always know more than we can say, and we can 
always say more than we can write down.

3. We only know what we know when we need to know it. 

Three rules of Knowledge Sharing



You have been asked to take the lead on one of the 
following projects listed on a BV improvement plan:

Project A – Need to implement a development strategy 
for elected members

Project B – Need to develop a performance 
management system



1. What questions do you have just now? List top 5 to 8 
questions that have to be addressed to help you to get 
your work done. (1 question on 1 post-it note please)

2. If you have a magic wand, what help would you like to 
get? (1 wish per table)

You are about to kick off this project…



Putting colleagues 
who work in 

specific practice 
area at the centre Communities

of Practice Share resources, news, 
toolkits, expertise, research 
findings, events, work 
practices (generated by the 
members for the members)

IS input: Resources, news, toolkits, training, research 
findings, seminars, consultancies and advice

IS input: Provide your community with a 
platform to share resources & ideas 
(www.improvementservice.org.uk)

Introduce a range of collaboration tools 
to support virtual team working

IS Input: Provide you with good 
practices & methodologies to nurture 
your communities of practice; plus a 
range of tools & approaches to share 
good practices & lessons learnt

http://www.improvementservice.org.uk/


Connecting people
(to resources and people)

+
Enable by technology



How can good practices be 
shared beyond the project team or 
the communities of practice (and 

be made available across all 
councils)?







What good looks like How to get there

How to? Guides 
and Training 

Manuals

Templates & 
Checklists

Best Practice 
Examples

Delivery Lessons 
Learnt

Best Practices

Qualitative & 
Quantitative 
Benchmarks

Process Maps

Technology & 
Integration 

Requirements

Case Studies & 
Articles Key Practitioners

Global 
research

Local 
Government 
Best Practice

Professional 
Bodies/

Associations

Process Classification Framework Delivery Toolkit

Discussion 
Forum

Q&A

Key Contacts

Reference
Sites

SME networks

Scottish Local Government Best Practice Database

Governance & Compliance / Design Authority
Technology Landscape

Coaching & Training
Implementation
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A single 
repository for 
Local Authority 
best practices 
and how to 
achieve them



Scottish Local Authority Best Practice
Know-how to take the lead
About us        Process Frameworks     Benchmarking    Best Practices       Delivery Toolkit

Site map   Help   Contact us   Log out

Why use this site?
Local Authority Practitioners

Council Members

Professional Bodies

What would you like 
to do?
Identify best practices

View process classification 
framework

Compare current performance to 
best practice

View toolkits to help deliver best 
practice

Learn how to use this site

Local Authority Processes

Target Performance

Delivery Toolkit

search

The Process Classification framework 
provides a common language for 
everything that you do

New research & 
initiatives
National internet gateway for 
Local Government

Best Practices in the 
News
Best Value outcomes just 
published

Identify and understand strengths and 
opportunities for improvement

Provides the methods, tools and 
practical examples to support you 
through the delivery of best practice 
ways of working

Accessed 
through a 
single 
structured and 
easy to use 
repository
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13.0 Manage Improvement 
and Change

13.1 Measure Local 
Authority Performance

Definition

Best Practices

Benchmarking

Best Councils

Technology Requirements

Reference Sites

Studies & Articles

Key Contacts

Performance Measurement 
Toolkit

search

Best Practices

Local Authorities which measure organisational performance 
adopt the following best practices.

•Implement a comprehensive evaluation of performance through 
a Balanced Scorecard

•Build support for performance measurement through 
customised, ongoing communication

•Integrate performance measurement, planning and budgeting 
to achieve a successful strategy implementation

•Leverage technology to facilitate continuous performance 
reporting

What best practice 
performance 
measurement 
looks like
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Why use 
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Local 
Authority 
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Members

Professional 
Bodies

search

Process Classification Framework
The process classification framework contains 13 processes that apply to all local authorities. The last 
six processes are management and support processes that make it possible for the Local Authority to 
operate effectively.

1 2 3 4 5

8 Develop and manage human resources

Manage information resources and technology

Manage financial, administrative and physical resources

Manage corporate affairs

Manage external relationships

Manage improvement & change

Provide 
education 
& training 
services

Provide 
travel & 
transport 
services

Provide 
recreation & 
cultural 
services

Provide land 
services

Provide 
environment
al protection 
services

Provide 
care, 
accommodat
ion & 
rehabilitation

Provide 
social & 
economic 
services

6 7

11

10

9

Community Planning Partner Service Delivery

Back Office Transaction Processing Service Delivery

12

13

Manage 
improvement & 
change
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Best Practices
What you gain

•Insight into performance gains strengths and weaknesses

•Better ability to facilitate benchmarking activities

Creating a Balanced Scorecard action steps to achieve

•Review processes to identify where performance measurement is 
needed most

•Map scorecard measures to your strategy

•Track only the most vital metrics

•Involve stakeholders in the identification of metrics

•Group performance measures into the components of the scorecard

•Track leading (activity) and lagging (outcome) indicators

•Once established, cascade the scorecard which are aligned to the
organisational scorecard

High level steps to 
achieve 
performance 
measurement
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Performance Measurement Toolkit
The toolkit contains guidance notes and standard templates to 
allow you to implement a performance measurement system

•How to implement the performance measurement system

•Definitions and assumptions

•Standard reporting framework

•Key practitioners

•Example scorecards Everything you 
need to know to 
implement 
performance 
measurement



• Having seen this, what challenges are there to providing 
this service to Local Government?

• What knowledge would you like to see available for 
sharing?

• What is the value to councils in contributing to a 
knowledge sharing mechanism?

• What incentive is there for me to share my knowledge?

Challenges



Knowledge Design Principles
• Knowledge working must be focused on supporting Scottish Local 

Government to become more effective and efficient in service 
delivery

• Knowledge working will be a part of Local Government Culture
• Local Government will be developed as a knowledge based 

partnership
• Every individual is empowered to develop, share and exploit 

knowledge to the benefit of all
• A process for managing and using knowledge is required across 

Scottish Local Government



Case Study 1- Senco – “Learning...not just reporting”

• Weekly status meetings … present a list of what they 
had done during the week … little value 

• Changed to share their learnings
• At first, it was a awkward and people felt they had to 

contribute
• If people felt they had nothing to report, they should 

come and be prepared to just listen
• The practice of sharing what has been learned has 

become a standard



Case Study 2 – The U.S. Army

• The U.S. Army collect and integrate new insights from various 
training centres by creating the Center for Army Lessons Learned
(CALL)

• They developed a process that:
– Transforms raw data into knowledge that can be acted upon
– Sends the knowledge out to the whole organisation
– Produces rapid behavioural change based on the knowledge

• They assemble teams of experts to observe missions, analyse the 
information and ask other experts to validate it

• These lessons learned are delivered as written reports, videos, or 
simulations for training other troops

http://www.army.mil/
http://call.army.mil/


Case Study 3 – PwC – The Knowledge Exchange

• We understand the importance of knowledge in our 
organisation….along with our people it is our main asset

• Failure to contribute knowledge effects our annual 
performance

• We employ knowledge managers to ensure that we 
make best use of the knowledge

• The other case studies come from our Knowledge 
Sharing Environment…just be searching on “Knowledge 
Case Studies”



Case Study 4 – Honda – A step too far?

• To solve difficult problems in product development projects, Honda 
uses "brainstorming camps“

• These are often held at resort inns where employees try to solve
difficult problems while drinking sake, sharing meals, and taking 
baths together in a hot spring!!!

• They feel that "making criticism is ten times easier than coming up 
with a constructive alternative" 

• They have been able to gain a great deal from these exchanges of
knowledge and from the resulting shared perspectives of 
brainstorming participants



What can you do personally to 
overcome the challenges and play 

a part in promoting knowledge 
sharing? 



Contact Points
Bonnie Cheuk
Head of Knowledge Management
Improvement Service
Westerton House
East Mains Industrial Estate
Broxburn
EH52 2AU

Tel: 01506 775558
Mobile: 07769931856
Email: bonnie.cheuk@improvementservice.org.uk

David Porter
PricewaterhouseCoopers
Erskine House
69-73 Queen Street
Edinburgh
EH2 4H
Tel : 0131 260 4294
Mobile : 07834 251748
E-Mail : david.r.porter@uk.pwc.com

Christine McLaughlin
PricewaterhouseCoopers
Erskine House
69-73 Queen Street
Edinburgh
EH2 4H
Tel : 0131 260 4371
Mobile : 07725 070649
E-Mail : christine.mclaughlin@uk.pwc.com

mailto:bonnie.cheuk@improvementservice.org.uk


Backup Slides (Site Demo) 
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