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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

0.1 Purpose

The purpose of this ISO management system standard for knowledge management is to support
organizations to develop a management system that effectively promotes and enables value-creation
through knowledge.

Knowledge management is a discipline focused on ways that organizations create and use knowledge.
Knowledge management has no single accepted definition and no global standards predate this

man =

management which still need to be overcome, many confusions with other disciph

knowledge
es such as

inforjmation management, and many common misconceptions about how to do knowledge njanagement,

for example the view that simply buying a technology system will be enough for knowledge nanagement

to add value.

Each|organization will craft a knowledge management approach, with respectto its own Qusiness and

operptional environment, reflecting their specific needs and desired outcomeés

The intent of this document is to set sound knowledge management principles and requireients

a) as guidance for organizations that aim to be competent in dptimizing the value of organizational
knowledge;

b) 43s a basis for auditing, certifying, evaluating and recognizing such competent orgapizations by
internal and external recognized auditing bodies.

0.2 The importance of knowledge management

a) The aim of work is to produce valuablé“results. Valuable results are derived firom applied
knowledge. Organizational knowledge isbecoming a key differentiator for effectivenegs, increased
¢ollaboration and competition.

b) Knowledge work is increasingly\important in many societies and organizations. Many economies
dspire to become knowledge.economies, where knowledge is the main source of wealth. In this
¢ontext, knowledge becomes*a core asset for organizations. Knowledge is especially important
in many areas: it allows, effective decisions to be made, supports the efficiency of processes

nd contributes to their enhancement, creates resilience and adaptability, creates [competitive
dvantage and mayleven become a product in its own right.

c) n increased _dcgéss to knowledge will create opportunities for the professional devlelopment of
eople in the'grganization through learning, practices and exchanges.

d) Organizations can no longer rely on the spontaneous diffusion of knowledge to keep|up with the
ace 0f~change. Instead knowledge must be deliberately created, consolidated, applied} and reused
aster than the rate of change.

e) Geographically dispersed and decentralized organizations, conducting the same processes and
delivering the same services in multiple locations, can gain tremendous advantage through sharing
practices, expertise and learning across organizational boundaries.

f)  Workforce attrition and turnover in today's society has implications for knowledge management.
In many organizations, critical knowledge is often siloed and/or retained by experts, at the risk of
being lost when the organization changes or these experts leave.

g) Effective knowledge management supports collaboration between different organisations to

achieve shared objectives.

Knowledge is an intangible organizational asset that needs to be managed like any other asset. It
needs to be developed, consolidated, retained, shared, adapted and applied so that workers can make
effective decisions and take aligned actions, solving problems based on the experience of the past and
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new insights into the future. Knowledge management is a holistic approach to improving learning and
effectiveness through optimization of the use of knowledge, in order to create value for the organization.
Knowledge management supports existing process and development strategies. As such, it needs to be
integrated with other organizational functions.

0.3 Guiding principles
a) Nature of knowledge: knowledge is intangible and complex; it is created by people.

b) Value: knowledge is a key source of value for organizations to meet their objectives. The
determinable value of knowledge is in its impact on organizational purpose, vision, objectives,
policiec processes and pm‘fnrm:\nrp Knm/\llpdgp managementisameans nfnnlnrking the pnfpntia]

value of knowledge.

c) Focus: kfnowledge management serves the organizational objectives, strategies and neéds:

d) Adaptivle: there is no one knowledge management solution that fits all organizations within all
contextp. Organizations may develop their own approach to the scope of knowledgée and knowledge
management and how to implement these efforts, based on the needs and context.

e) Shared [understanding: people create their own knowledge by their own understanding of the
input theey receive. For shared understanding, knowledge managementshould include interacfions
between people, using content, processes and technologies where appropriate.

f) Environment: knowledge is not managed directly; knowledge management focuses on mangaging
the working environment, thus nurturing the knowledge lifecycle.

g) Culture] culture is critical to the effectiveness of knowledge management.
h) Iterative: knowledge management should be phasedyincorporating learning and feedback cycles.
0.4 Ranpe of knowledge management

Knowledge management varies between different organizations.

Annex A explains the range, viewing the various states of knowledge as a continuum.
Annex B explains knowledge managerment areas of interest, comparing it with adjacent disciplines|.
0.5 Summary

This document defines the iequirements for knowledge management systems in organizafions,
promising successful implementation of knowledge management. This document, however, mainfains
flexibility wjithin the context of the requirements that enables conformity for every type of organizption
and alignmgnt with allicharacteristics and needs.
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Knowledge management systems — Requirements

1 Scope

This document sets requirements and provides guidelines for establishing, implementing, maintaining,
reviewing and improving an effective management system for knowledge management in organizations.
All the requirements of this document are applicable to any organization, regardless of its type or size,
or the products and services it provides.

2 Normative references

Therge are no normative references in this document.

3 Terms and definitions
For the purposes of this document, the following terms and definitions apply.
ISO gnd IEC maintain terminological databases for use in standardization at the following gddresses:

— ISO Online browsing platform: available at https://www.iso.org/obp

— IEC Electropedia: available at http://www.electropedia.or

31
organization
person or group of people that has its own fanctions with responsibilities, authorities and relationships
to achieve its objectives (3.8)

Note [l to entry: The concept of organization includes, but is not limited to sole-trader, company, corpjpration, firm,
enterjprise, authority, partnership,.charity or institution, or part or combination thereof, whether [incorporated
or nof, public or private.

3.2
interested party (preféerred term)
stake¢holder (admitted-term)

person or organization (3.1) that can affect, be affected by, or perceive itself to be affected iy a decision
or adtivity

Note |1 to entiy: Everyone is potentially an interested party in knowledge management. Specifjc knowledge
mangdgementinitiatives will involve specific interested parties. For example, workers, top managemegnt, managers
of projects/departments/work streams, external customers and clients, investors, partners and su;l)pliers.

3.3
requirement
need or expectation that is stated, generally implied or obligatory

Note 1 to entry: “Generally implied” means that it is custom or common practice for the organization and
interested parties that the need or expectation under consideration is implied.

Note 2 to entry: A specified requirement is one that is stated, for example in documented information (3.11).

© ISO 2018 - All rights reserved 1
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3.4

management system

set of interrelated or interacting elements of an organization (3.1) to establish policies (3.7), and
objectives (3.8) and processes (3.12) to achieve those objectives

Note 1 to entry: A management system can address a single discipline or several disciplines.

Note 2 to entry: The system elements include the organization’s structure, roles and responsibilities, planning
and operation.

Note 3 to entry: The scope of a management system can include the whole of the organization, specific and
identified functions of the organization, specific and identified sections of the organization, or one or more
functions acrjoss a group of organizations.

Note 4 to entfy: A system can include human and group dynamics and behaviours.

3.5
top manag¢ment
person or gioup of people who directs and controls an organization (3.1) at the highest level

Note 1 to entry: Top management has the power to delegate authority and provide resources withih the
organization.

Note 2 to entry: If the scope of the management system (3.4) covers only~part of an organization, thep top
management|refers to those who direct and control that part of the organization.

3.6
effectivenefs
extent to whjich planned activities are realized and planned'tesults achieved

3.7
policy
intentions apd direction of an organization (3.1), as\formally expressed by its top management (3.5)

3.8
objective
result to be pchieved

Note 1 to entfy: An objective can be strategic, tactical, or operational.

Note 2 to entry: Objectives can-telate to different disciplines (such as financial, health and safety} and
environmentpl goals) and can apply at different levels [such as strategic, organization-wide, project, produdt and
process (3.12))].

Note 3 to ertry: An objective can be expressed in other ways, e.g. as an intended outcome, a purpoge, an
operational ¢riterion)a’/knowledge management (3.26) objective, or by the use of other words with similar
meaning (e.g{aim, geal, or target).

Note 4 to entfy<lh the context of knowledge management systems, knowledge management objectives are $et by
the organization, consistent with the knowledge management policy, to achieve specific results.

3.9
risk
effect of uncertainty

Note 1 to entry: An effect is a deviation from the expected — positive or negative.

Note 2 to entry: Uncertainty is the state, even partial, of deficiency of information related to, understanding or
knowledge of an event, its consequence, or likelihood.

Note 3 to entry: Risk is often characterized by reference to potential events (ISO Guide 73:2009, 3.5.1.3) and
consequences (ISO Guide 73:2009, 3.6.1.3), or a combination of these.
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Note 4 to entry: Risk is often expressed in terms of a combination of the consequences of an event (including
changes in circumstances) and the associated likelihood (ISO Guide 73:2009, 3.6.1.1) of occurrence.

3.10
competence
ability to apply knowledge (3.25) and skills (3.30) to achieve intended results

3.11

documented information

information required to be controlled and maintained by an organization (3.1) and the medium on
which it is contained

Note [l to entry: Documented information can be in any format and media, and from any source.

Note P to entry: Documented information can refer to:

— the management system (3.4), including related processes (3.12);
— information created in order for the organization to operate (documentation);
— ¢vidence of results achieved (records).

3.12
process
set of interrelated or interacting activities which transforms inputs into outputs

3.13
performance
meagurable result

Note |l to entry: Performance can relate either to quafititative or qualitative findings.

Note |2 to entry: Performance can relate to the fnanagement of activities, processes (3.12), produgts (including
servifes), systems or organizations (3.1).

3.14
outspurce, verb
mak¢ an arrangement where an.gxternal organization (3.1) performs part of an organizatign's function
or process (3.12)

Note|l to entry: An extepnal’organization is outside the scope of the management system (3.4),[although the
outsdurced function orprocess is within the scope.

3.15
monjitoring
detefmining‘the status of a system, a process (3.12) or an activity

Note [l to'entry: To determine the status, there may be a need to check, supervise or critically obsere.

3.16
measurement
process (3.12) to determine a value

3.17

audit

systematic, independent and documented process (3.12) for obtaining audit evidence and evaluating it
objectively to determine the extent to which the audit criteria are fulfilled

Note 1 to entry: An audit can be an internal audit (first party) or an external audit (second party or third party),
and it can be a combined audit (combining two or more disciplines).

Note 2 to entry: An internal audit is conducted by the organization itself, or by an external party on its behalf.

Note 3 to entry: “Audit evidence” and “audit criteria” are defined in ISO 19011.
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conformity

:2018(E)

fulfilment of a requirement (3.3)

3.19

non-conformity
non-fulfilment of a requirement (3.3)

3.20
correction

action to eliminate a detected nonconformity (3.19)

3.21

corrective action

action to eli

3.22

continual improvement

recurring aq

3.23
collaborati
deliberate a

Note 1 to en
Collaboratioj
creation of ki

3.24
informatio
meaningful

[SOURCE: IS

3.25
knowledge
human or o

Note 1 to ent

Note 2 to ent
definition abq

Note 3 to ent

3.26

minate the cause of a nonconformity (3.19) and to prevent recurrence

tivity to enhance performance (3.13)

bn
pproach to working together on an agreed common purpogseacross boundaries

[ry: Boundaries may be functional, organizational or geographic, or between organizations

owledge (3.25) between the parties engaging in collaberation.

n
data

0 9000:2015, 3.8.2]

ganizational asset enablipg effective decisions and action in context
'y: Knowledge can be individual, collective or organizational.

y: There are diverse viéws on the scope covered within knowledge, based on context and purpos
ve is general asto,the various perspectives. Examples of knowledge include insights and know-}

y: Knowledge'is acquired through learning or experience.

knowledge

managemenjt with regard to knowledge

management

(3.1).

often depends on a healthy knowledge management culture)(3.27) to facilitate the exchange and co-

b. The
ow.

[SOURCE: IS

030400:2016, 14.1, modified]

Note 1 to entry: It uses a systemic and holistic approach to improve results and learning.

Note 2 to entry: It includes optimizing the identification, creation, analysis, representation, distribution and
application of knowledge to create organizational value.

3.27
knowledge

management culture

elements of the organizational culture (3.29), supportive of the values, behaviours and activities
associated with the knowledge management system (3.28)
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3.28
knowledge management system
part of a management system (3.4) with regard to knowledge (3.25)

Note 1 to entry: The system elements include the organization’s knowledge management culture (3.27), structure,
governance and leadership; roles and responsibilities; planning, technology, processes and operation.

3.29
organizational culture
values, beliefs and practices that influence the conduct and behaviour of people and organizations

[SOURCE: ISO 30400:2016, 3.2]

Note [l to entry: knowledge management culture (3.27) is a supportive element of the organizational|culture.

3.30
skill
learrjed capacity to perform a task to a specified expectation

4 Context of the organization

4.1 | Understanding the organization and its context

The ¢rganization shall determine external and internal issues'that are relevant to its purppse and that
affedt its ability to achieve the intended outcome(s) of itsknowledge management system.

The putcomes of the knowledge management system'are a means to achieve organizationgl outcomes,
and ot an end in themselves.

NOTH Issues can include positive and negativefactors or conditions for consideration.

4.2 | Understanding the needs and@expectations of interested parties (stakeholders)
The ¢rganization shall determine;

— the interested parties that are relevant to the knowledge management system;
— the relevant requirements of these interested parties.

These requirementsCshall be analysed, prioritizing the main areas and contexts relevant to the
orgahization and the knowledge management system.

NOTH The~deéfined needs and expectations are structured in terms of business and ofganizational
performance,-rather than knowledge management needs. For example, a need might refer to reducqd duration of

prodiict development rather than fast document retrieval.
The M@ﬂwﬂmmmzmm:ontext (e.g.

culture, environment, infrastructure).

4.3 Determining the scope of the knowledge management system

The organization shall determine the range and applicability of the knowledge management system to
establish its scope. Within this scope, and with respect to the organizational purpose, the organization
shall identify, evaluate and prioritize the knowledge domains which have the greatest value to the
organization and its interested parties, and to which the knowledge management system should be
applied.

When determining this scope, the organization shall consider:

— the external and internal issues and context referred to in 4.1;
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— the requirements referred to in 4.2.

The scope shall be available as documented information.

4.4 Knowledge management system

4.4.1 General

The organization shall establish, implement, maintain and continually improve a knowledge
management system, including the processes needed and their interactions, in accordance with the

requiremen

s of this document

4.4.2 to 4.4
system, wh
knowledge

required for

organization.

4.4.2 Knd

The organi3
activities, fd

4 include requirements, each representing a dimension of the knowledge manage

management system and putting them in place through a managed change procd
the implementation of an effective and holistic knowledge management system withi

wledge development

ation shall demonstrate that the knowledge management system covers the follo
r effectively managing knowledge through its stages of development through systen

ment

ch are interdependent. Acknowledging and incorporating these dimensions within the

SS is
n the

wing
hatic

activities and behaviours, supporting the knowledge management system objectives|and

covering thle prioritized knowledge domains defined in 4.3:

a) Acquiring new knowledge: means to provide the organization with knowledge that|was
previously unknown or unavailable within the organization.

NOTE 1| Example activities include knowledge creatign; innovation; research; knowledge discovery and
detectiop; lesson learning; knowledge acquisition frem external resources; feedback collection; adapfjation
of existiIg knowledge to new applications.

b) Applying current knowledge: means-to make knowledge effective, integrating the cufrrent
relevant knowledge of the organization inf order to enable improved actions and decision making.
NOTE 2| Example activities includeyknowledge transfer; knowledge consolidation; knowledge sharing;
knowledge codifying; knowledge feuse; creative problem solving.

c) Retaining current knowledge: means to safeguard the organization from the risks of
knowlegge loss.

NOTE 3| Example attivities include documenting; securing expert knowledge against worker turrover;
information backup;'succession plans; coaching.

d) Handling outdated or invalid knowledge: means to protect the organization from making
mistakes,er'working inefficiently, as a result of use of knowledge inappropriate within the current
organizatianal context
NOTE4  Example activities include knowledge deletion; curation; archiving; knowledge updating; re-
training according to knowledge changes.

4.4.3 Knowledge conveyance and transformation

The organizational knowledge management system shall include activities and behaviours, supporting
all different types of knowledge flows, through systematic activities and behaviours, supporting
the knowledge management system objectives and covering the prioritized knowledge domains
defined in 4.3:

a) Human interaction: exchange and co-creation of knowledge through conversations and
interactions; between individuals, teams and across the organization.
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4.4.4 Knowledge management enablers
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EXAMPLES Community of practice; brainstorming sessions; collaborative teams; knowledge/world
cafes; shift handover; succession planning; mentoring; sense making; storytelling.

Representation: making knowledge available through demonstrating, recording, documenting
and/or codifying.

EXAMPLES Designing or writing procedures and guidelines; capturing lessons; recorded job handover;
leading by example.

Combination: synthesis, curating, formalizing, structuring or classifying of codified knowledge,
making the knowledge accessible and findable.

t; refreshing
aptured knowledge.

nternalization and learning: reviewing, assessing and absorbing knowledge; incqrporating it
into practice.

EXAMPLES Searching for and seeking knowledge; before action reviews briefing; checklists; use of
gdimulations; employee on-boarding; e-learning; job shadowing.

prganizational knowledge management system shall include and integrate elements of all the

following enablers to create an effective knowledge management system. This shall support the

kno
defi

a)

b)

d)

4.5

mlledge management system objectives and cover the prioritized knowledge domains
edin 4.3:

Human capital: roles and accountabilities, “including all knowledge management system
gtakeholders; making sure that knowledge mianagement is encouraged within the ¢rganization
covered in detail in Clause 5).

INOTE1 Example enablers include chief knowledge officer; community of practice facilitator; knowledge
anagement involvement is part of employee’s annual interview and assessment.

rocesses: defined knowledge activities applied and embedded within organizationgl processes,
including procedures, instructions, methods and measures (covered in Clause 8).

INOTE2  Example enablérs include knowledge discovery and detection; lessons learned from failures and
guccess.

.

[echnology anddnfrastructure: digital channels, virtual and physical workspace and other tools.

INOTE 3  Example enablers include mobile applications; portals; WIKIs; search engines; cloud computing;
ig data platforms; collaborative workspaces; informal meeting areas.

overnance: Strategy, expectations and means of ensuring the knowledge management system is
ofking in alignment (covered in detail in Clauses 5 to 10).

NOTE4 Example enablers include knowledge management strategy; policies; service level agreement;
code of conduct.

Knowledge management culture: Attitudes and norms regarding sharing, learning from
mistakes (covered in detail in 4.5).

NOTES5  Example enablers include admitting and explaining a mistake is rewarded rather than punished.

Knowledge management culture

Embedding a knowledge management culture across the organization is critical for sustained
application of knowledge management. A culture where connections and knowledge activities are
encouraged, and knowledge is valued and actively used, will support the establishment and application
of the knowledge management system within the organization.

© ISO 2018 - All rights reserved 7
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The organization shall demonstrate that organizational culture has been addressed as a means to
support the knowledge management system. Some options for addressing the culture are discussed in

Annex C.

5 Leadership

5.1 Leadership and commitment

Top management shall demonstrate leadership and commitment with respect to the knowledge
management system by:

— fostering organizational values which enhance trust as a key element for knowledge managén;

— ensuring that the knowledge management policy and knowledge management gbjectivey
established, are compatible and are aligned with the strategic direction of the orgarization an
be evalyated;

— ensurinig the integration of the knowledge management system requirements’into the organiza

busines
— ensurin

— commu
exceedi

— managi
system,

5 and project processes;
io that the resources needed for the knowledge management system are available;

hicating the importance of effective knowledge management and of conforming 4
hg, the knowledge management system requirements;

hg the process of change towards adoption and application of the knowledge manage
and towards the cultivation of a culture that.values, supports and enables know

management;

— ensurin|

lo that the knowledge management system-achieves its intended outcome(s);

— directirlg, motivating, inspiring, empowering and supporting persons to contribute tg

effectiv

— promot

eness of the knowledge management system;

ng continual improvement ofithe knowledge management system;

— supporting other relevant management roles to demonstrate their leadership as it applies to
areas of responsibility.

NOTE Ré¢ference to “business?in this document can be interpreted broadly to mean those activities th
core to the purposes of the organization’s existence.

5.2 Polic

y

Top management'shall establish a knowledge management policy that:

ent;
are

 can

ion’s

ment
edge

the

their

ht are

3 fota ta +h £+l 43
a) is appropriate-to-the purpese-ofthe-erganization:

b) provides a framework and guiding principles for setting, reviewing and achieving knowledge
management objectives;

c) includes a commitment to satisfy applicable regulatory and other requirements;

d) sets expectations for all workers with regard to use of the knowledge management system and the
cultivation of a culture that values knowledge;

e) includes a commitment to continual improvement of the knowledge management system;

f) manages the balance between knowledge sharing and knowledge protection.
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The knowledge management policy shall:

— be available as documented information;

— be communicated, understood and applied within the organization;

— Dbe available to interested parties, as appropriate.

5.3

Roles, responsibilities and authorities

Top management shall ensure that the responsibilities and authorities for relevant roles within the

knov

extel

T S T T S T T e Tt Oy Ot o O o oo TS T e O o O C O T Co e o vy ot crre— o gatirzoes

nal stakeholders as required.

Top management shall assign the responsibility and authority for:

a) {

b) ¢

q

c 1

6 1

6.1

Whe
refer
that

— 4

bnsuring that the knowledge management system conforms to the requirements of thi

bnsuring the engagement of people and the effective application of the’ knowledge 1
ystem within the organization;

eporting on the performance of the knowledge management system to top manageme

Planning

Actions to address risks and opportunities

h planning for the knowledge management. system, the organization shall conside
red to in 4.1 and the requirements referred“to in 4.2 and determine the risks and oj
heed to be addressed to:

rive assurance that the knowledge management system can achieve its intended outco

— Jrevent, or reduce, undesired effects;

I q

The
a) 4

iIchieve continual improvement.
rganization shall plans

ictions to address theése risks and opportunities;

b) lhow to:

— integrate and implement the actions into its knowledge management system procg

— /evaluate the effectiveness of these actions.

5 document;

nanagement

nt.

r the issues
bportunities

me(s);

sses;

6.2

Knowledge management objectives and planning to achieve them

The organization shall establish knowledge management objectives at relevant functions and levels.

The knowledge management objectives shall:

a) serve business needs and align to business objectives (see 4.1);

b) meet the prioritized requirements of the interested parties (see 4.2);

c) be consistent with the knowledge management policy;

d) take into account applicable requirements;

e) be measurable (if practicable), in terms of benefits and impacts;
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f) be monitored;

g) be communicated;

h) be updated as appropriate.

The organization shall retain documented information on the knowledge management objectives.

Objectives may be quantitative or qualitative, and relate to issues such as safety, time, risk, quality,
cost, market share, customer experience.

The objectives may be of different types, as business results, organizational results, customer related
results, and

or soclal and environmental results.

When plannling how to achieve its knowledge management objectives, the organization shall.déetermine:

7

what w
who wi
what re
who wil
when it

how the

Suppoprt

7.1 Resol

The organi3

manageme
reporting a

7.2 Comy

The organiz,

10

determ
knowle

conside

a) tho
mafl

1l be done and by whom;
| be accountable;
sources will be required;
| be responsible;

will be completed;

results will be evaluated.

rces

ation shall determine and provide:the resources (e.g. funding, workforce, technd

d continual improvement of the knowledge management system.

petence
ation shall:

ne the necessaty’competence of person(s) doing work under its control that affec
lge performance;

I the competence level required for various types of workers, where appropriate, inclu

Ge dccountable for the design, delivery and continual improvement of the know
nagement system and the associated supporting culture change;

logy,

Ilt commitment) needed for the establishment, implementation, maintenance, measureient,

[S its

ding:
edge

b) those with accountable roles within the knowledge management system;

NOTE1 Exampleroles are listed in 4.4.3.

c) participants who engage with and use the knowledge management system as part of completing
their tasks and work.

ensure that these persons are competent on the basis of appropriate education, training, or
experience;

where applicable, take actions to acquire the necessary competence, and evaluate the effectiveness
of the actions taken;

retain a

ppropriate documented information as evidence of competence.
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NOTE 2  Applicable actions can include, for example, the provision of training to, the mentoring of, or the
reassignment of currently employed persons; or the hiring or contracting of competent persons.

7.3 Awareness

Persons doing work under the organization’s control and other interested parties, where relevant, shall
be aware of:

— the knowledge management policy;

— the implications of not conforming with the knowledge management system requiremeénts.

7.4 | Communication

The ¢rganization shall determine the internal and external communication$’nelevant to the¢ knowledge
management system, including:

— ¢n what it will communicate;
— {hen to communicate;

— with whom to communicate;
— lhow to communicate.

Communication will serve all stages, including building the knowledge management systemn, managing
the change to embed it, and nurturing sharing ard usage.

NOTE1 Communication is a complete cycle,including transmission, reception, understanding, reflection and
feedHack.

NOTE 2  Effective communication includes constructive dialogue, both verbally and non-verbally

7.5 | Documented information

NOTH This subclause séts requirements for specific documentation of the knowledge management system,
and does not refer to documtented information in general.

7.5.1 General

The ¢prganization’s knowledge management system shall include:

a) docdmiented information required by this document;

b) sctmented 0 atio
of the knowledge management system.

NOTE The extent of documented information for a knowledge management system can differ from one
organization to another due to:

— the size of organization and its type of activities, processes, products and services;
— the complexity of processes and their interactions;

— the competence of persons.
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7.5.2 Creating and updating

When creati

ng and updating documented information the organization shall ensure appropriate:

— identification and description (e.g. a title, date, author, or reference number);

— format (e.g. language, software version, graphics) and media (e.g. paper, electronic);

— review and approval for suitability and adequacy.

7.5.3 Con

trol of documented information

Documentedl information required by the knowledge management system and by this document

be controlle

a)
b)

itis ava
itis ade

For the conf
applicable:

— distriby
storage
control

retentid

Documentedl information of external origin determined by the organization to be necessary fo

planning an|
controlled.

NOTE A
the permissi

8 Opera

The organiz
implement ]

— establis

implem

keeping
have be

d to ensure:
lable and suitable for use, where and when it is needed;
quately protected (e.g. from loss of confidentiality, improper use, loss of integrity).

rol of documented information, the organization shall address the following activitic

tion, access, retrieval and use;
and preservation, including preservation of legibility;
of changes (e.g. version control);

n and disposal.

d operation of the knowledge management system shall be identified, as appropriate

cess can imply a decision regarding'the permission to view the documented information on
n and authority to view and change-the documented information.
tion

ation shall plan, implement and control the processes needed to meet requirements, a
he actions determined in 6.1, by:

hing criterjafor the processes;
enting control of the processes in accordance with the criteria;

dogcumented information to the extent necessary to have confidence that the proc

shall

LS, as

r the

and

ly, or

nd to

PSSeS

pricarried out as planned.

The organization shall control planned changes and review the consequences of unintended changes,
taking action to mitigate any adverse effects, as necessary.

The organization shall ensure that outsourced processes align with the knowledge management system
and are controlled.

12

© ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=da815cc2ef75a10ab3d733f34d03d4f7

ISO 30401:2018(E)

9 Performance evaluation

9.1 Monitoring, measurement, analysis and evaluation
The organization shall determine:

— what needs to be monitored and measured. This shall include measurement of conformity with the
requirements of this document and evidence of added value to the relevant stakeholders;

— the methods for monitoring, measurement, analysis and evaluation, as applicable, to ensure valid
results;

— vhen the monitoring and measuring shall be performed;
— hen the results from monitoring and measurement shall be analysed and evaluated.
The ¢rganization shall retain appropriate documented information as evidence of the results.

The prganization shall evaluate the knowledge performance and the effectiveness of thg knowledge
management system.

9.2 | Internal audit

9.2.1 The organization shall conduct internal audits at planned intervals to provide infprmation on
whether the knowledge management system:

a) ¢onforms to:

1+ the organization’s own requirements forits knowledge management system;

— the requirements of this document;

b) s effectively implemented and maintained.

9.2.2 The organization shall:

a) plan, establish, implementand maintain an audit programme(s) including the frequenty, methods,

fesponsibilities, planfling requirements and reporting, which shall take into consideration the

Inportance of the processes concerned and the results of previous audits;
e

fine the audit ¢riteria and scope for each audit;
c) gelect auditers and conduct audits to ensure objectivity and the impartiality of the audjit process;

d) ensurethat the results of the audits are reported to relevant management;

e) 1etain documented information as evidence of the implementation of the audit prograrhme and the
audit results.

9.3 Management review

Top management shall review the organization's knowledge management system, at planned intervals,
to ensure its continuing suitability, adequacy and effectiveness.

The management review shall include consideration of:
a) the status of actions from previous management reviews;

b) changes in external and internal issues that are relevant to the knowledge management system;
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c) information on the knowledge management performance, including trends in:

— non

conformities and corrective actions;

— monitoring and measurement results;

— aud

it results;

d) opportunities for continual improvement.

The outputs of the management review shall include decisions related to continual improvement
opportunities and any need for changes to the knowledge management system.

The organi3
reviews.

10 Improyvement

10.1 Nonc
When a non
a) reactto

— tak

— deal with the consequences;

b) evaluat
recur ol

— rev
— det

— det

— identifying any opportunity that may arise from the nonconformity;

c) implem
d) review
e) make ch

Corrective 4

ration shall retain documented information as evidence of the results of manage

pnformity and corrective action
ronformity occurs, the organization shall:
the nonconformity and, as applicable:

b action to control and correct it and learn from it;

e the need for action to eliminate the cause(s)-af the nonconformity, in order that it do¢
occur elsewhere, by:

ewing the nonconformity;
ermining the causes of the nonconformity;

brmining if similar nonconfofimities exist, or could potentially occur;

bnt any action needed;

'he effectiveness,of any corrective action taken;

langes to the-knowledge management system, if necessary.

ctions shall be appropriate to the effects of the nonconformities encountered.

htion shall retain documented information as evidence of:

ment

S not

The organiz

— the nature of the nonconformities and any subsequent actions taken;

— the results of any corrective action.

10.2 Conti

nual improvement

The organization shall continually improve the suitability, adequacy, efficiency and effectiveness of the
knowledge management system.

The organization shall plan, implement and control processes needed to ensure continual improvement.

14
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Annex A
(informative)

The knowledge spectrum — the range of knowledge management

Knowledge occurs in many types and forms that constitute a continuum from clearly codified to
uncodified, experience and/or action-based knowledge. It is important to acknowledge the diversity

of th
depe
man
orga

Fori
knov

with
contq
scord

Knoy
lever
conti
diffe
optiy
vary

Undsd

of knowledge management and it mattens;léss what terms are used to define it.

 forms of knowledge and the fact that knowledge can be transformed from one forn
nding on the context and the value it carries. It is one of the core objectives\ of
hgement to make sure that the types and forms and their transformations are consist
hizational needs and deliver value.

hstance, the spectrum can start with knowledge that the individual is not’even awarg
/ledge they are aware of but cannot express in words or symbols (e.g.judgement call

documented or recorded knowledge (such as textbooks, document files or open dig
ent) and even knowledge that has been codified and structured into well-defined rules
s, manuals, diagrams, programming algorithms).

vledge management deals with activities associated with‘all types of knowledge withi
aging existing knowledge; creating new knowledge;-and transformation of knowledg
nuum. Knowledge management, among other actiyities, aims at deciding where on th
Fent areas of knowledge are best positioned ‘and what activities should be taken
hally understand the knowledge, apply it and/or possibly transfer it among stakeholdd
depending on the context and how it is interpreted and adapted.

rstanding knowledge as a continuum within this range gives a deeper appreciation of

(LI‘

to kowledge they have and find difficult to explain. It finishes, on the-other end of th

n to another
knowledge
ent with the

of, through
intuition),
spectrum,
tal learning
(e.g. musical

h this range:
e along this
is spectrum
in order to
rs. This will

the essence
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Annex B
(informative)

Relationship between knowledge management and adjacent

disciplines

The range (*F Lnauladaa manaagamant can bhao avnlainad by comnaring i+ uath ralatad dicoinling
ge gfknowledgemanagement-can-be-explained-bycomparing

follows:
a) Informd
Knowle

b)

d)

16
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tion management

dge management and information management are often confused, therefore-it is impo

to distimguish between these two disciplines.

Knowle
creatioi]
manage
where K

Hge management includes the codification of knowledge and-therefore involveg

rtant

the
htion

| of information. Once knowledge is codified (e.g. in a document), it\is subject to inform

thatit syipports good decisions and effective action, tailored to theuser’s context and understa

Much e
informd
complet
knowle
manage
require

Data m4

Knowle
aspects
combin
provide]

Busined

Busined
knowle
pattern

Custom

Custom

Kisting knowledge within an organisation is not codified and therefore not subje
tion management processes. Even when knowledge is codified, it can never be capt
ely, whatever resources are invested. Experienee.and insights, for example, are coveryg
lge management, and not by information management. So although elements of inform
ment are used in knowledge management,.itfformation management alone cannot mee
ments for a knowledge management system.

nagement

Hge management and data management are generally considered separate topics. How
of data management that._imay be referred to as knowledge management includg
htion of data through linKed data, and the use of algorithms to mine and analyze datj
new insights.

s intelligence

s intelligence.is related to knowledge management as its goal is supporting creation of
ge and insights. This is achieved primarily by analysing data and information to id¢

D .

br relationship management

[ment processes such as storage and retrieval. It is also part ©f knowledge manageEent,

nowledge management is concerned with the content of cedified knowledge and ensyiring

ing.

ct to
ured
ed by
htion
t the

ever,
b the
. and

new
ntify

erfelation management handles datainformation and knowledge related to custo

ers

and other interested parties. Knowledge management can therefore serve as a means to better
customer relationship management.

Learning, organizational development and training

Both knowledge management and learning, organizational development and training disciplines
enable organizations and individuals to understand the gaps between the present and the future in
terms of knowledge needs. While training uses learning programs to bridge the gap at the individual
level, knowledge management facilitates knowledge acquisition in various forms and levels.

Learning services for non-formal education and training are already covered by ISO 29990.
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