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M EETING THE CHALLENGE

ºSuccessfully deploying the technology is only a 

small part of the battleé

ºThe other half requires meeting challenges of 

a new economic dimension
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CHALLENGES OF A NEW ECONOMIC

DIMENSION

º Global competition, 
pervasive globalization
· Hospitality a global service

º Differentiation more 

difficult - leaders exist

· Customers are spoilt for choice, 

but also highly brand loyal

º Increased business 
complexity & volatility
· Customers more demanding  and 

sophisticated 

º Boundless  communication
· Breaking down of silos

º Faster information flow
· Requires faster decision -making 

ability

º Reduced entry costs from use 
of advanced technologies
· Non traditional competitors 

entering market

º Short technology product 
lifecycles
· Business agility necessary to 

remain competitive
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ETS

M AIN FUNCTIONS

Not -for-profit, 

research 

organization

Develops/administers 

academic admissions tests 

& classroom support 

products

Analyzes 

development 

aspects of 

education



ETSõS COMPETITION LANDSCAPE



ETS B USINESS L ANDSCAPE

º 5,000+ employees

º 50% employees linked to Prometric (100% ETS 

owned subsidiary)

ºMostly highly educated staff

ºDetermines the careers of millions worldwide

ºPromotes fairness/equity in assessment



K NOWLEDGE M ANAGEMENT : DEFINITION AND

APPLICATION

PowerPoint has new 

layouts that give 

you more ways to 

present your words, 

images and media.  

Knowledge 

Management

Definition

Dimension

application

ñrange of strategies and practices used in an 

organization to identify, create, represent, distribute, 

and enable adoption of in-sights and experiencesò

ñTacit knowledge is internalized knowledge that an 

individual may not be consciously aware of, such          

as how he or she accomplishes particular tasks.     

Explicit knowledge is knowledge that the individual   

holds consciously in mental focus. It can easily be 

communicated to othersò

ñshare valuable organizational insights, reduce  

redundant work, avoid reinventing the wheel per se, 

reduce training time for new employees, retain 

intellectual capital, and adapt to changing     

environments and marketsò



Managing knowledge 

is not a technology:

It is a set of consistent 

practices and processes



VALUE OF K NOWLEDGE

º Tendency: We commit resources to creating 
information and less resources to manage that 
information

ºOperating knowledge is often undocumented

º Tacit knowledge is rarely documented

ºKnowledge is easily lost through transitions such as 
retirement or attrition



CREATING K NOWLEDGE

Knowled
ge

ÅInformation 
plus context 
of the 
situation 

ÅHelps us 
understand 
what we can 
and canõt do

ÅòSmartó

ÅGood 
decisions

Data

ÅRaw Data

ÅNo relation to 

other data

ÅñJust the 

Factsò

Information

ÅMeaningful 

relation with 

other data

ÅñInformedò

Wisdom/Insight

ÅKnowledge plus 

experience or 

intuition

Åoften informs us 

of what we 

ñoughtò to do

Knowledge

ɆInformation
plus context of
the situation
ɆHelps us

understand
what we can 
ÁÎÄ ÃÁÎȭÔ ÄÏ
ɆȰ3ÍÁÒÔȱ
ɆGood 
decisions



ETS: K NOWLEDGE MANAGEMENT OBJECTIVES

Provide best practices and tools to increase efficiencies, 

productivity, and collaboration across the organization

Align and integrate ETSôs knowledge management tools and 

processes with business processes and capability 

development

Implement a structured process to harvest, distribute, 

access, and reuse knowledge across ETS

Manage and structure knowledge and data to ensure that 

information is applicable and easy to find

Ensure ETS staff have the knowledge and expertise to fully 

optimize use of KM tools and technologies



THE K NOWLEDGE CHALLENGE AT ETS

ºDisseminating, storing, 
sharing information

ºData management and 

migration

Business Challenges Technical Challenges

º Lack of effective 

performance monitoring

ºHoarding of knowledge as 

source of power

ºVast amounts of knowledge 

and insights represented 

tacitly

ºPhysical architecture

ºWeb Content 

Management (WCM)



Knowledge Management goals at ETS

Decrease of 
Informatio
n Overload 

(noise)

Improved 
Findability

Increased 
realization of 

the 
institutional 

Value of 
Knowledge



CORE KM P ROBLEM AT ETS

Create, find, and combine knowledge into new products 

and services faster than competitors

éthe core challenge remainsé

Now that we have the tools and technology, then 

whaté



DEFINING ORGANIZATIONAL PAIN

President/CEO

Concerns about eroding 

shareholder value

VP/CFO

Cutbacks no longer an 

effective solution on its 

own

VP/COO

Increasing concerns about 

productivity and quality

VP/CIO

Misalignment with business 

objectives



I MPLEMENTATION METHODOLOGY : ETS 

APPROACH

Analyze

Access

Develop

Implement

Refine
ÅIdentify core activities, processes, and 

points of pain.

ÅDetermine performance gaps and 

opportunities to optimize work using 

the KM Platform.

ÅPrioritize & schedule resources

ÅModify solutions based on growing 

needs and use.



SOLUTIONS DEPLOYED AT ETS

Collaboration
Content

Management

Findability/ 
Discovery

Knowledge 
Transfer/ 
Learning

ÅSharePoint

ÅETSConnect/ Expert Locator

ÅKnowledge Exchange

ÅBlogs/Wikis/Discussion 

Boards

ÅMy Sites

ÅWorkflows

ÅDocument Libraries

ÅAlerts/RSS Feeds

ÅBusiness Intelligence/Reports

ÅData Clean -up and Archive

ÅShareWorld

ÅKnowledge Repositories

ÅVideocasts/ Mobile Learning

ÅConsultations and Support

ÅTargeted Learning

ÅBrigham Library

ÅETS Research Database

ÅSearch Enhancements

ÅTaxonomy, Best Bets and 

Tags

ÅPortals



SUCCESSES RESULTING FROM KM D EPLOYMENT AT

ETS

K

6

5

4

M

1

2

3

Placing value 

on information 

and  knowledge

User 

education

IT Capacity 

Planning and 

Management

Customizations 

(only if 

necessary)

Taxonomy 

(increases 

findability)

Governance 

(consistent use 

of the tools)



BENEFITS OF KM D EPLOYMENT AT ETS

oIncrease productivity by reducing time associated with 

looking for information; quicker access to knowledge.

oEliminate duplication of effort/re -

work.

oTrack progress ; history in one place.

oReduce errors by centralizing information and ensuring 

that data is easy to find and available just -in -time.

oIncrease efficiencies by streamlining work processes and 

providing centralized locations for documents and work 

objects.

oFoster collaboration and information 

sharing.
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THE DEAL MAKER (BREAKER ) 

éWHY YOU NEED SHARE POINT 2010

Knowledge now the primary source of 

business value



UNLOCKING BUSINESS VALUE WITH SHARE POINT 2010

ºEnhanced collaboration ºCentralized communities 
of interest

º Information shared 

across boundaries

º Intranet, extranet, internet

ºReady-to-use solutions

º e.g. workflow solutions

ºSeamless infrastructure 

environment

ºDevelopment platform for 

customized LOB solutions

º From knowledge to insights 

about people and business

º Improved Search experience

ºPeople-centric content



SharePoint 2010 Capabilities

SharePoint 

2010

Sites

Communities

Content

Search

Insights

Composites



SHARE POINT 2010 F EATURES (SITES )



SHARE POINT 2010 F EATURES (COMMUNITIES )



SHARE POINT 2010 F EATURES (CONTENT )



SHARE POINT 2010 F EATURES (SEARCH )



SHARE POINT 2010 F EATURES (I NSIGHTS )


