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WHO WE ARE

APQC is the world’s foremost authority in benchmarking, best practices, 

process and performance improvement, and knowledge management. 

APQC’s unique structure as a member‐based nonprofit makes it a 

differentiator in the marketplace. APQC partners with more than 500 

member organizations worldwide in all industries. 



OUR MISSION

APQC conducts 
research to discover 
and document world‐

class business 
practices.

We share proven 
methodologies and 

processes.

We assist 
organizations 

around the world in 
adapting and using 
benchmarks and 
best practices.

WE RESEARCH WE SHARE WE CONNECT
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KNOWLEDGE SHARING LIFECYCLE OF EMPLOYEES

New Hires
− Include knowledge‐
sharing processes in 

onboarding
− Make on‐demand 
training available

Mid‐Career
− Provide defined career 
paths with knowledge‐
sharing milestones

− Link contribu on and 
reuse to professional 

advancement 

Retirement
− Capture knowledge prior 

to retirement
− Invite select re rees 

back as speakers, mentors, 
or consultants
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Expected Behaviors

Accessibility Accountability Agility/ 
Flexibility Reciprocity Reliability

WHERE IS THE FUTURE HEADED?

Transparency
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FOSTERING A PRODUCTIVE, HAPPY WORKFORCE

1. The right 
workspace

2. Effective 
collaboration

3. Sharing and 
learning
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THOUGHT ACTIVATORS

1. What practical steps can you personally take to 
maximize your contributions at work?

2. What broader changes could your team, function, 
or business unit make to boost productivity and 
satisfaction?



THE RIGHT WORKSPACE
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CURRENT DISSATISFACTION

Source: APQC’s “Envisioning the Workspace of the Future” survey, N=1046
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HYPE VS. REALITY

“17 photos of Google’s coolest office setups.” NetworkWorld, January 31, 2017. 
Image courtesy of Google.

“Silicon Valley's 19 Coolest Places to Work.” CIO,  April 10, 2014.                        
Image courtesy of Cisco.

Paul Rosenberg and Kelly Campbell. “An Open Office Experiment That Actually 
Worked.” Harvard Business Review, October 3, 2014. Photo credit: © Anton 
Grassl/Esto

John Michael. “Open Office Design Inspiration.” Staples Business Advantage 
Blog  July 7, 2014.
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POTENTIAL CHANGES
In your opinion, which changes would make your physical 
workspace more productive?

Source: APQC’s “Envisioning the 
Workspace of the Future” survey
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POTENTIAL CHANGES

Reconfigurable 
spaces

Hoteling and 
unassigned spaces

Flexibility to work 
outside the office

Workplace

Workspace
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WORKING ANYWHERE, EVERYWHERE

Most Professionals Are Comfortable Using Mobile Technology for Work

Source: APQC’s “Envisioning the 
Workspace of the Future” survey
N=1010‐1031
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TAKEAWAYS FOR KNOWLEDGE WORKERS

Block time for solitary and 
collaborative endeavors

Evaluate whether your space fits 
the type of work you’re doing

Ask executives to revisit policies 
and systems that may be outdated



UNDERSTANDING HOW WE COLLABORATE



©2017 APQC. ALL RIGHTS RESERVED. 16

SO MANY WAYS TO WORK TOGETHER…

Meetings and 
working sessions

Virtual/video 
meetings

Spontaneous 
interactions Email Phone/conference 

calls

Instant and text 
messaging

Communities of 
practice

Enterprise social 
networking

Collaboration 
platform

Virtual/augmented 
reality



©2017 APQC. ALL RIGHTS RESERVED. 17

PEOPLE STILL PREFER “OLD SCHOOL” CHANNELS
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COMMUNITIES & NETWORKS STRUGGLE TO GAIN 
TRACTION OVER PRIVATE EXCHANGES
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POTENTIAL CHANGES
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TAKEAWAYS FOR KNOWLEDGE WORKERS

Advocate for in‐person collaboration, 
but don’t depend on it

Move conversations from email to 
communities & networks

Demand collaboration options that fit 
with where and how you work



SHARING YOUR KNOWLEDGE
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WHAT IS IMPORTANT TO EMPLOYEES?

rate access to information and expertise to 
learn and perform effectively…

… as essential or high priorities when deciding whether to 
accept, stay in, or leave a position

92%

89%
rate trust in the data and information 
available to support their work…

88%
rate trust in their colleagues to support them 
and help them do their best work…
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NOVICES ARE THE FOCUS OF TECHNICAL LEARNING

4%

18%

42%

29%

8%

3%

14%

33%
37%

13%

0%

10%

20%

30%

40%

50%

Not a priority  Minimal, ad hoc
activity

 Pockets of effort  Significant effort
with some

leadership support

 Fully integrated
effort prioritized

by leaders

Mid‐career employees Novices/newcomers

APQC’s “How Smart Leaders Leverage Their Experts” survey
N=746
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TOP 4 WAYS TO TRANSFER TECHNICAL KNOWLEDGE

1. Classroom & 
virtual training

2. Mentoring & 
apprenticeship

3. Communities & 
technical networks

4. Technical conferences & 
forums
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PRESENT YOUR KNOWLEDGE & LEARN FROM OTHERS
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RECOGNIZE THE MANY BENEFITS OF MENTORING

Transfer of 
discipline 
knowledge

Career pathing 
and 

counseling

Development 
of business 
acumen and 
soft skills

Dissemination 
of “insider 
knowledge”
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PARTICIPATE IN COMMUNITIES AND NETWORKS

Experts and expertise  

Self‐service content

Learning sessions

Knowledge sharing 
and problem solving

Guidance and best practices
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TAKEAWAYS FOR KNOWLEDGE WORKERS

Teach, present, and contribute to 
learning resources

Mentor both formally and 
informally—and learn from others

Contribute to communities as hubs 
for sharing and learning



IMPLICATIONS FOR KM
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WHAT CAN KM DO?

Advocate for physical and virtual spaces where 
small‐group and informal collaboration can occur
Invest in information and collaboration platforms 
that facilitate “anytime, anywhere” working

Sponsor live events for communities and networks
Explore new options for expertise location and 
virtual collaboration
Make sure your systems support mobile working

Work to include KM participation in performance 
measures
Make sure knowledge systems can automatically 
and accurately track employee contributions
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THE ROLE OF KNOWLEDGE MANAGEMENT
“Knowledge is sticky…without a process (and system) it will not flow.”

‐‐Dr. Carla O’Dell

APQC’s Knowledge Flow Process℠
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A PORTFOLIO OF KM APPROACHES

Process-
Based

Ta
ci
t
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Lower Human Interaction Higher

Community 
of Practice

Self 
Service

Transfer of 
Knowledge 
and Best 
Practice

Facilitated 
knowledge transfer 

and retention

Groups that share, learn, and 
are held together by common 

interest topic

Systematic tools to gather 
specific knowledge and reapply 

to relevant situations

Tools and systems allow users to 
self‐serve to find knowledge or 

experts
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APQC LEVELS OF KNOWLEDGE MANAGEMENT 
MATURITY℠

Five‐step maturity model that defines the status of a KM program

Level 1 
Initiate

Growing
awareness

Level 2 
Develop

Localized and 
repeatable practices

Level 3 
Standardize

Common processes 
and approaches

Level 4 
Optimize

Measured and 
adaptive

Level 5 
Innovate

Continuously 
improving practices

Dynamic 
Knowledge

Leveraged
Knowledge

Applied 
Knowledge

Ad Hoc 
Knowledge
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CALL TO ACTION

DEVELOP KM STRATEGY

DESIGN AND IMPLEMENT KM CAPABILITIES

EVOLVE AND SUSTAIN

RESULT

RESULT

RESULT

RESULT

• Business Buy‐in
• Value Proposition
• KM Direction

• KM Strategy
• KM Roadmap

• Dynamic Plans for Project 
and Infrastructure

• Detailed Budget
• KM Implementation

• Dynamic KM Program: 
Valued and Embedded

Get Buy‐InAlign KM to Business 
Priorities and Functions

Identify Critical 
Knowledge

Explore Business Value of 
KM Program

Scope and Prioritize OpportunitiesCreate Governance Framework

Create Business Cases and BudgetsDesign Phased Implementation Plan

Determine Current 
State

Sustain Awareness and Engagement

Expand KM Infrastructure to Meet Demand

Ensure KM Alignment to 
Business PrioritiesEvolve KM Capabilities

Ratify 
Plans and 
Budgets

Design Resource Model and Capabilities

Leverage and Enhance IT

Develop Measures

Form Operational Design Teams

Design Knowledge Flow Process

Design KM Approaches

APQC’S KNOWLEDGE MANAGEMENT FRAMEWORK

Source: APQC Interactive KM Framework
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NEW HABITS

Search for 
information and 
expertise

Ask a question

Discuss with 
coworkers

Work towards a 
solution

Capture 
learnings

Make new 
knowledge 
searchable 

It’s everyone’s job to participate



KM BEST PRACTICES

1. Focus on what matters.
2. Embed knowledge in the flow.
3. People approaches make system 

approaches work.
4. Be there at the teachable moment.
5. Leverage the culture you have.
6. Don’t reinvent best practices.
7. Watch where the puck is going.

Accelerate Knowledge.  Create Value
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LEARN MORE

Register at APQC.org with your Fluor email address to access our research

How Smart Leaders 
Leverage Their Experts

Workplace Mentoring for 
Technical and 

Nontechnical Audiences

Preparing for the Future 
of Work
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