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Knowledge Management:
|l t 0s more than | ust

Kevin Miles
Associate Director, Knowledge Management



TRL T Transport Research Laboratory

AEstablished in 1933
A500 staff including many world recognised experts
APrivate limited company since 1996

AHead office in Crowthorne, Berkshire
- Offices in Scotland, Wales and Australia
- Project offices overseas
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Knowledge
To create and

Our Business
To create value in
our business

Our
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ge L | Our
/{.( « . Cust_omers
4 b X To delight our
l‘\& 4 customers
\ b
Our Society

Our People
To be the employer
of choice

To preserve resources
and enhance the
quality of life

‘ing the future of transport c/



The End -Game Requirement

AWhat does TRL need to know to
succeed in its aims?

AWhat information does it need to
support the knowledge?

2D A How do people need to interact to
M AR use that information and knowledge?
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Three Heuristics

A

Knowledge can only be volunteered; it cannot be
conscripted

We can always know more than we can tell, and
we will always tell more than we can write
down.

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




Then 3 Became 7

AKnowledge can only be volunteered it cannot be
conscripted.

AWe only know what we know when we need to know it.

Aln the context of real need few people will withhold their
knowledge.

AEverything is fragmented.
ATolerated failure imprints learning better than success.

AThe way we know things is not the way we report we
know things.

AWe always know more than we can say, and we will
always say more than we can write down.
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Enable / Inhibit Knowledge Sharing

AWhat do you believe enables / supports
Knowledge sharing?

AWhat do you believe inhibits / prevents
Knowledge sharing?
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Conversations & Knowledge

pP-2-
Person
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| t6s more than jJjust Knowl edge

Opportunity

Expectations

Environment Encouragements
Information Recognition

Knowledge
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Environment

Desk layout & design The Street Informal conversation

areas
l In the Library as well!

Height of partitions Coffee Shop
Team relationships l'> Staff encouraged to hold

Print, Post and Drinks customer meetings
vending in one area
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Provide Time & Opportunities

ATRL Academy
ALunch O6nbo
AMasterclasses
AFellows Day

AAnnual Symposium
AConferences

ABusiness / Science
Development
meetings




