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Positive Research Findings

• Critical success factors can be determined
• Clear distinction between winners and 

losers
• Success is directly related to the number of 

critical success factors in place
• Even the best companies and public sector 

bodies could do much better
• Behavioural factors can be addressed



Critical Success Factors for 
Managing Change, Competing & Winning

• Identify apparent critical success factors 
• Survey and interview practitioners
• Rank responses in order of results/benefits
• Compare the top and bottom quartiles to 

isolate the factors that make a difference
• Publish critical success factors reports
• Summary in ‘Transforming the Company’
• Offer workshops and provide practical tools



Knowledge Management Agenda
• Determining the knowledge required

– ‘Shaping Things to Come’ / Differentiation
• Creating the knowledge required

– ‘Developing a Corporate Learning Strategy’
• Managing the knowledge created

– ‘Managing Intellectual Capital to Grow Shareholder 
Value’ / K-frame

• Exploiting the knowledge created
– ‘The Knowledge Entrepreneur’

• Applying the knowledge created
– Developing knowledge based job support tools



The Future of the Organisation

• Using and sharing existing knowledge
• Need to replenish knowledge supply
• Variable knowledge worker performance
• Loss of know-how (multi-skilling, 

redundancy, outsourcing, etc.)
• Extent of copying and me-too responses
• Quantitative indicators destroying diversity

Source: Colin Coulson-Thomas,  The Future of the Organisation, Kogan Page, 1997 & 1998



Knowledge Quality
(‘The Future of the Organization’)

• Current, relevant, vital and accessible
• Review, update and replenish supply
• Creating new knowledge/intellectual capital
• Consumers v. producers of knowledge
• Superstars v. average professionals
• Create-capture-package-share-manage-exploit
• What proportion creating and exploiting?
• Missing stages: create (DCLS) & exploit (MICGSV)
Source: Colin Coulson-Thomas,  The Future of the Organisation, Kogan Page, 1997 & 1998



Knowledge Creation
(‘Developing a Corporate Learning Strategy’)

• 69 organisations - Turnover £49.5 B
• Training inputs are not producing  

knowledge/intellectual capital outputs
• Training/development a cost (25 L. S. Services)

• General/standard courses v. specific support
• Internal focus v. supply chain/partners
• Cost cutting v. generating new income
• Corporate universities, learning support
Source: Colin Coulson-Thomas,  Developing a Corporate Learning Strategy, Policy Publications, 1999



Knowledge Management
(‘Managing Intellectual Capital to Grow Shareholder Value’)

• 51 companies, £9.3B/20 types intellectual capital
• All 20 categories to become more significant
• Leaders expect 30% revenue growth from 

licences/brands, market intelligence, 
website/internet & management methodologies

• Least growth from copyrights, goodwill, patents, 
royalties, designs, technology, software & R&D

• General failure to manage intellectual capital
• Problem of handling different formats
Source: Sarah Perrin, Managing Intellectual Capital to Grow Shareholder Value, Policy Publications, 2000



Knowledge Management
(‘Managing Intellectual Capital to Grow Shareholder Value’)

• Key players: CEO, Marketing Director, FD
• Less than 10% value IC on balance sheet
• Key Questions:

– How significant is IC as a source of cust./shareh. value?
– Is its contribution assessed and tracked?
– Is creation, sharing and exploitation measured?
– Are sufficient resources devoted to them?
– Is IC packaged, badged, valued, stored and protected?
– An appropriate knowledge management framework?

Source: Sarah Perrin, Managing Intellectual Capital to Grow Shareholder Value, Policy Publications, 2000



The Knowledge Entrepreneur

• Information overload
• People need tools and relevant knowledge
• Opportunities for new knowledge-based 

services and offerings (37 categories)
• Income opportunities (31 learning services)
• Superstar know-how can be captured
• Need for knowledge entrepreneurs

Source: Colin Coulson-Thomas,  The Knowledge Entrepreneur, Kogan Page, 2003



Transforming 
Personal Performance

• Make sure your people are the best supported and 
most knowledgeable in your field

• Adopt simple and scalable solutions
• Don’t spend a fortune on knowledge management 
• Provide cost effective job support tools on 

personal computers and laptops in the field
• Make it easy for people to locate what is needed 
• Use whatever formats are easiest to understand
• Help people to tackle more complex problems
• Provide professional development opportunities
Source: Colin Coulson-Thomas,  The Knowledge Entrepreneur, Kogan Page, 2003



Knowledge Framework
(www.k-frame.com)

• Formats: data bases, physical documents, slides, 
images/designs, animation, audio, video

• Capture, access, manipulate, search, fuzzy search
• K-frame: knowledge creation, report & 

presentation generation tools, internet compatible
• Eyretel Case Study:

– Features: support tools - configure solution, pricing 
engine, cost justification, proposal generator

– Benefits: increased win rates, bring orders forward, 
closer relationships, cross-selling, less support staff, 
lower training costs, faster induction, consistency/docs 
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Job Support Tools:
Critical Success Factors

• Improve processes before automation
• Build in best practice 
• Capture/share how ‘superstars’ operate
• Prevent regulatory/legislative breaches
• Make it easier for people to do their jobs
• Ensure staff learn from each use
• Keep tools and know-how up to date

Source: Colin Coulson-Thomas,  The Knowledge Entrepreneur, Kogan Page, 2003



‘Managing Change’: Winners

• Provide a compelling rationale for change
• Set challenging goals
• Regard change and transformation as the norm
• Provide visible leadership and commitment
• Secure ‘buy-in’ from people who understand
• Remain true to their visions and themselves 
• Balance strategy and capability
• Equip people to bring about desired changes
• Use tools that change attitudes and behaviour

Source: Colin Coulson-Thomas,  Transforming the Company, Kogan Page, 2002



Leading and Managing Change: 
Further Information

• ‘Transforming the Company’, ‘The Future of the Organisation’
and ‘The Knowledge Entrepreneur’ from Kogan Page: Tel. + 44 
[0]1903 828503 Fax. +44 [0]20 7837 6348 E-mail: 
mailorders@lbsltd.co.uk

• ‘Individuals & Enterprise’ and ‘Shaping Things to Come’ from 
Blackhall Publishing: Tel: +353 1278 50 90; Fax: +353 1278 44 
46; Email: blackhall@eircom.net

• ‘Developing a Corporate Learning Strategy’ and ‘Managing 
Intellectual Capital to Grow Shareholder Value’ from Policy 
Publications: Tel: +44 [0]1234 328 448; Fax: +44 [0]1234 357 
231; e-mail: policypubs@kbnet.co.uk

• All books/reports from: www.ntwkfirm.com/bookshop 
• Details of K-Frame and support tools from: www.cotoco.com
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