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Introduction:  
Malaysia’s Vision to Knowledge 

Raising the 

capacity for 

knowledge  

and innovation 

and nurture ‘first 

class mentality’ 

Since 1990s, Malaysian government 

decided to push the country of 

transforming from an industrial base 

into a K-economy based on knowledge 

and IT 



More than 80% of enterprise's digitized information reside in 
individual hard drives and in personal files and 80% of the 
data is unstructured, not secure nor backed up. 

Individuals hold the key to the knowledge economy and 
most of it is lost when they leave the enterprise 

Employees get 50%-75% of their relevant information 
directly from other people 

Source:  Gartner Group/CIBC World Markets 

Today’s Information Challenge 



•  From the results-oriented aspect-  
 KM is “having the right knowledge at the right time,  
  in the right format”.  
 

• From the process-oriented perspective-  
       KM is “a systematic management of process by  

which knowledge is identified, created, stored,  
shared and applied”.  
 

• From the technology oriented definition- 
KM as “business intelligence + collaboration  
+ search engines + intelligent agents”. 

Knowledge Management: What is it? 



KM 

Tacit Explicit 

Human 
oriented 

System 
oriented 

Tools 

• Knowledge Map 
• Social Network Analysis 
• Community of Practice (CoP) 

Tools 

KM Information Technology 
• Knowledge Portal 
• Contents and data 

management systems 
• Data mining 
• Staff yellow pages 
 

Knowledge and Knowledge Management (KM) 

Unarticulated, more  personal, 
experiential, context specific, hard to 
formalise, difficult to communicate  
and generally in the heads of 
individuals and teams 

Can be easily collected, 
organised and transferred 

Can be codified 

Process necessary  to 
capture , codify and transfer 

knowledge across the 
organisation to achieve 
competitive advantage 



Knowledge Creation/Conversion Processes 
(Nonaka et al) 



Issues and Obstacles (Private sector) 

Manufacturing / Engineering :4 (14.3%) 

Banking / Insurance  :4 (14.3%) 

Energy / Utilities  :2 (7.1%) 

Transportation / Distribution :1 (3.6%) 

Telecommunication  :1 (3.6%) 

Construction  :1 (3.6%) 

Others   :15 (53.5%)

    

A Study by MMU on 28  

companies in Malaysia 



 Critical success factors (MAMPU) 



• The European Foundation for Quality Management defines 
excellent organisations as those that “achieve and sustain 
superior levels of performance that meets or exceed the 
expectation of all stakeholders”.   

 
•  Only the very best organisation will attract customers.  
 
•  Customers will remember us for only two reasons:  

 -  if we deliver poor service or produce a poor product 
 - if we deliver an exceptionally good service or product 

EFQM 

Organisational Excellence (OE) 



Pillars of  Organisational Excellence (OE) 

OE focuses on managing five (5) key management functions or pillars  



“ JKR will become a first-

class knowledge centre that 

provides optimum 

performance support based 

on trust, partnerships and a 

mutual win-win mentality “ 

KM in JKR 



 

KM in JKR Strategic Framework 2012-2015 
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Knowledge sources and KM processes  



KM Governance in JKR 

PASUKAN KERJA e-
LEARNING 
PEGAWAI BLP 

PPKL BERKAITAN 
SUBJECT MATTER 
EXPERTS BERKENAAN 
PEGAWAI SISTEM BTM 
 

PASUKAN KERJA JKR Wiki 
PASUKAN e-PSMG 

PASUKAN e-CAG 
SUBJECT MATTER EXPERTS 
BERKENAAN 
PASUKAN-PASUKAN LAIN YANG 
AKAN DILANTIK DARI SEMASA KE 
SEMASA 

PEGAWAI SISTEM BTM 

PASUKAN KERJA 
EXPERT DIRECTORY 

 
•PEGAWAI UNIT  
SUMBER MANUSIA, 
CPK 
PEGAWAI SISTEM 
BTM, CPK 

PASUKAN KERJA LESSONS LEARNED 
HOPT DAN HODT 
CAWANGAN 

PEGAWAI PMO CAW/NEGERI 
PEGAWAI-PEGAWAI CPK (BTM, 
KOMUNIKASI KORPORAT, NAZIRAN & 
INTEGRITI, KUALITI, AUDIT) 
PEGAWAI PROKOM (GATEWAY, RISK 
MGT,VM, CBHRM) 

JAWATANKUASA PENGURUSAN 
PENGETAHUAN  

(PENGERUSI: PENGARAH PROKOM) 

JAWATANKUASA PELAKSANAAN & 
PEMANTAUAN PEMBUDAYAAN ILMU  

(PENGERUSI: PENGARAH KANAN 
PROKOM) 

JAWATANKUASA PEMANDU 
PENGURUSAN                     

(PENGERUSI: KPKR) 

URUSETIA :   UNIT ECKM 

KEAHLIAN: KETUA-KETUA  
PASUKAN KERJA INISIATIF KM, 
PEGAWAI BTM 

 

 

 

URUSETIA : UNIT ECKM, PROKOM 

KEAHLIAN: KNOWLEDGE MANAGERS 
CAWANGAN DAN JKR NEGERI 

PEGAWAI CPK (PUSAT SUMBER, 
KOMUNIKASI KORPORAT, BTM) 

JAWATANKUASA TEKNIKAL ICT  

(PENGERUSI: PENGARAH KANAN 
PROKOM) 

JAWATANKUASA PEMANDU ICT                     

(PENGERUSI: TKPKR (Pengurusan) selaku 
CIO) 

J/K PROJEK J-10 

(PENGERUSI: PENGARAH CPK) 



• Developed ECKM Framework, Roadmap and Taxonomy 
(2009) 

• Appointed Knowledge Managers  (2009-2010)  

• Established Governance (J/K Pelaksanaan dan 
Pemantauan Pembudayaan ilmu, J/K Pengurusan 
Pengetahuan) (2010) 

• Conducted Knowledge Audit @ CKUB (2010) 

• Reviewed Taxonomy and KM roadmap (2011) 

• Conducted KM Readiness Assessment (2011) 

 

 

KM Accomplishments (2009-2011) 



2012 2013 

H2 H1 H2 H1 

KM Roadmap 2012-2015 

Develop Knowledge Experts Directory  

Establish Knowledge Sharing & 
Community of Practice (C0Ps) 

Develop & Implement KM Roadmap 
in selected Business Unit (Pilot) 

Detailed Knowledge and KM Audit  
(other Business Sectors) 

Awareness promotion and 
continuous change management Plan 

Fully integrated Wiki development 
– Phase I 

Develop Cross Departmental 
Roadmap 

Develop Change Management Plan 



2014 2015 

Integrate with Business Process 

Integrate ECKM with organisational 
business plans 

Integrate ECKM with Performance  
Review 

Implement Intelligent KM Workplace 

Introduce new  K-Based service 
offerings 

H2 H1 H2 H1 

KM Roadmap 2012-2015 

Fully integrated Wiki development 
– Phase II 



•  KM is to be driven as a strategic and knowledge 
centric program that aligns with and enriches other 
improvement initiatives, and  
• KM as a catalyst for cultural transformation, enabled 
by multidiscipline teams and technology. 
• Embedding KM into business process pushes 

knowledge and innovation across project teams  
  

Driving KM to achieve organisational excellence 



People 

Technology Process 

JKR LEADERSHIP 

VALUE CREATION 

Service Delivery Excellence 

•  PM 

• Technical Expertise 

•  AM & FM 

• Vision/Strategies 

• Energising resources 

KM 

Leadership involvement in KM 

Right  knowledge to the right 

people at the right time, to help 

improve workplace performance 

related to a significant 

performance issues 



 

Source: Ministry of Justice, New Zealand 

Knowledge Management Maturity Model (K3M) 



• KM is about strategic leadership in the Knowledge age to 
improve our performance. 

• Leaders need to demonstrate a vision for the organisation and 
actively support knowledge management initiatives 

• Managers need to support knowledge workers and provide 
environments conducive to knowledge sharing and creation 

• Soft factors (culture) have strong effects  on KM 

• Knowledge-oriented culture influences to what degree 
knowledge is used for developing an organisation into 
excellence. 

Conclusions 
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DRIVERS 

Leadership 

Vision 
 

Shared    

Aspirations 
 

Values 
 

Guiding 

Principles 

High 

Performance 

Culture 

ENABLERS 

Organisational 

Infrastructure 

Resource 

Human Capital 

System , 

Processes 

& 

Technology 

Environmental Analysis 

Strategies for Action Vision & Mission 

IMPACT 

Service 

Delivery 

Customer 

Satisfaction 

Impact on 

Society 

QUALITY 

OUTPUT 

 

VALUE 

CREATION 

 

Service 

Delivery 

Excellence 

One Service, 

One Delivery, 

No Wrong Door 

 
PUBLIC SERVICE EXCELLENCE MODEL (EFQM) 



Relationships between data, information 

knowledge and wisdom. 
 


