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Who are we  
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19 Year Old Company 
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Our Solution Portfolio     
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19 Years Track Record 
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We serve over 200 organizations  with our solutions 



 Our Challenge : is Being Relevant 

With 8 – 10 new 

customers a year ..  

3. What are our Customer 

Engagement 

Techniques? 

1. How can we understand 

customers’ evolving 

needs?  

2. How do we enhance our 

product & service 

quality? 



 Our Engagement Techniques? 

Our Service Portfolio 

Technical 
Workshops 

Support 
Visits  

Help Desk  

Communities 
of Practice 

(CoP) 
Programs 

 
 

From 2007 - Explored Existing Operational Scenarios  
via 18  face-to-face CoPs programs  on domains  

that were related to the Library Community  
 
 



Our Engagement Program  

Sharing knowledge . Acquire new Knowledge . Know Who is able to do What  

Explore    

The Domain 
and build 
existing 

scenarios with 
the Industry 

Experts 

Collaborate  

Share 
Experiences 

with 
Practitioners  

Build  

Consolidate 
the Outcomes  
& Disseminate 

to the 
Community 



What did we want to achieve 
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To build Best Practices for Library Professionals 

  

 2008 -2009 

3 

 2007 - 2008  2010 -2011 

1 
 

2 
 

Brainstorm 

 on Library 

Practices  

Cultivating 

CoPs for  

Learning 

Organizations 

4 

2012 

‘Captured 

Conversations’ 

via Social N/W 

Tools 

Facilitating 

CoP 

Workshops   

18 face-to-face workshops   

 ‘Marry’ 

our face-

to-face 

CoPs 

with 

Social 

N/W 

Tools 



In 2012 : www.kmaya.com.my 

Model : BSC (Strategy) & Delone & McLean (Portal) 

KMaya is an online CoP for Information Professionals (205 registered 

members .  from 32 Libraries ) 

 Share and acquire knowledge from the online forums,  

 Learn and connect with people to share experiences and 

concerns 



3. Ask. Learn. Share 

1. I need some  

      Information  

2. Who can I ask  
     for help?  

4. Share, Validate  
    &  Harvest the  
    Knowledge 

Knowledge can be easily retrieved, re-used and maximized .. 

Knowledge 

Worker  

Gatekeepers 

SMEs & Practitioners 

Knowledge  

Portal 

KMaya Enhances Knowledge Sharing & Cultivate Collective Learning   



KMaya social learning 
between the practitioners 
and subject matter expert 

and the novice users 

Engagement: Novices + Practitioners + Industry Experts 



EXPLORE   COLLABORATE   BUILD in KMaya 



Cataloguing  Domain 

The Issue Types  in KMaya 

5% Request for Assistance 

11% Share Experiences 

84% View 

84% Views 



Sustaining KMaya 
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There is no silver bullet .. 

 Service over 200 

Customers (1344 

issues in 2011)  

 

  8 – 10 new 

customers 

a year  

 Our 

community 

is between 

1 – 18 

years  old   

Silver bullet  ? 

  Heavy lifting is 

necessary  with the right 

tools . 

  Listening Tools?  

 

  Strong messages can 

start a program  

  Unlearn & Relearn  

  

 How are we 

sharing 

experiences & 

best practices ?   

Possible Success 
Factors 

Quality of 
Content 

Quality of 
Service 

Quality of 
the 

Product 

Start with strong messages  heavy lifting is necessary with right tools 



The CoP started off as a CRM Initiative  

To Engage with 

our 200 

customers  

Adapting the 

‘Situated  

Learning Model’ 



Support knowledge sharing nurtures an 
informal collective learning culture 
and engage in knowledge building in the library 
community; 

 

Participation in the  ‘KMaya’ communities of 

practices program allowed our practitioners to 
‘develop’ new skills; and  

  
 

Through discussions and exchange of 

knowledge, a new collaborative 

model is put into practice.   

The Learning Outcomes in KMaya 
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