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/| Knowledge is justified true belief.

| Knowledge is a fluid mix of framed
pi !/ experience, values, contextual
*/| information and expert Iinsight that
| provides a framework for evaluating
| and incorporating new experience
| and information. It originates and s
applied in the minds of knowers. In
organizations it  often  becomes
embedded not only in documents or
repositories but also in organizational
processes, practices and normes.

\ | Knowledge is information in action.
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(1956) The
Problem of
Knowledge.

Davenport, T.H. & Prusak, L
(1998). Working Knowledge.

If only we knew what we know.
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/| Knowledge is justified frue belief.

(1956) The
Problem of
Knowledge.

| Knowledge is a fluid mix of framed
pi !/ experience, values, contextual
| information o~ ~xpert Insight ’rha’r
| provides - for
| and ing
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repositories
processes, praciices and Not. ...

venport, T.H. & Prusak, L
998). Working Knowledge.

O’Dell C. & Grayson Jr., C. J (1998).
If only we knew what we know.

\. Knowledge is information in action.
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| We know....

; raw figures,

/’ records, text,

! j

!/ phrases, videos,
| speeches etc.

processing data
either by our
implicit knowledge
or by external
means to decipher

this data into information used in a context constitutes the

i l.rneanmgf.ul Knowledge. This knowledge gets into a repository
| information. and becomes a source for further data.
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information sharing
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leading to effective
decision-making,
enabling creativity &
innovation.
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Documentation

. Who create
& use
knowledge

. & technologies

by which
knowledge is  Process |
created,
maintained &

accessed.
Artifacts

. by which knowledge is stored & disseminated
(manuals, databases, intranets, books, heads).

Federal Authority | Zst—21i_ta www.emiratesid.ae © 2013 Emirates Identity Authority. All rights reserved



Introduction to Knowledge Management (KM)
KM - How?
e KM - Models

e KM - leading to Innovation [Emirates ID Case]

e Concluding Remarks

- Federal Authority ]Quc__hz_l,. www.emiratesid.ae © 2013 Emirates Identity Authority. All rights reserved
I £ {




/ p S S
Shl—ayl

e - —

B+ e——— < 1 ¢ s o1 | — ———— —— . YA —

@ : :
: s S N— = RN - —
[y Y B — >
EMIRATES ( : S = - : 5 a of = -
IDENTITY b : — - 3 @ L @
AUTHORITY ~ e -

J - ——
U]]lljl”!r,’lr -— i

comes from structured data

either inherent knowledge or

;/ and structured sources. acquired by reasoning or learning
¢ _IF
!;Il! Implicit knowledge
|
b / 4" Informal and unstructured " Formal and Structured
',/ / 4’ Sensory and Perceptional ' Electronic Databases

i

| I < In-grained — born with &' External Documents

J

.’ ' Memory <" Acquired

<" Inherent 4’ External

J* Personal

<’ Public

decisions &
perform actions.

use of this knowledge

|
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Implicit (Tacit)

Internal to persons.

INDIVIDUAL LAYER

- Informal exchanges of information
- Unrecorded Meetings
- Undocumented trainings

ORGANIZATIONAL LAYER

|

\\\
1 |

3
8

\
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Explicit

Writings, Personal Documents, Diaries

- Formal Information Transfer
- Corporate polices and procedures
- Recorded Knowledge Transfer sessions
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| WHAT?

Conceptualization
Strategy Development
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People

Strategy

Partnership
& Resources

Results

Processes, People
Products & Results
Services

Customer
Results

Society
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,’/ Strategy 2010-2013
/

To contribute to
individual and national security

and provision of innovative e-services

: / Mission through enhancement of personal identity in the UAE,
maintenance of an accurate population register

. / Vision To be the principal reference for establishing personal identity
and providing population data in the United Arab Emirates

l
i @
strategic Intents = Contribute to National
! and individual security as
the primary identity
provider in the UAE

P
(2)
Simplify government

service delivery and
facilitate transactions

3)

Facilitate the delivery of

innovative electronic
services

™

4)

Develop a world class
service organization

Enroll and maintain an
accurate, comprehensive
and up-to-date
Strateglc | population register
Objectives

I Develop a secure,and 1
I integrated infrastructure ¥
1 enabling data access and &

1 exchange (]
| 1
1 ]

| Values  Customer Orientation: Teamwork: Trust:

Establish the ID card as
the most valued card

I Ensure that all central 1
ladministrative services arel
1of high quality, efficient,
Itransparent and timely 1
[ | 1
1 1

| Ownership:

Innovation:

\
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Sfrdfegy 20 14_20 16 Establish, Manage And Authenticate

Why do we exist?

Mission

Personal Identity In The UAE

What's our
final Destination?

Provide an integrated and advanced personal identity
management system that contributes to the transformation
of the government and the economy and promotes security

and global competitiveness of the UAE

What are our
coordinates for
the next 3 years?

RELIABILITY " 2 necRAON

Ensure the application of the Reinforce & expand the uses of the identity card Support decision-makers
highest quality, currency and in the various sectors in the state & activate it as with accurate and innovative

v

Where should our
crew focus their
efforts during
this journey?

What will enable
us to do so?

1.3. Enhance understanding of
customers’ service requirements 2.3. Progress Emirates ID’s brand & educate public
on capabilities & services

government decision making

privacy of personal data in the a key reference in the authentication and solutions related to population
validation of personal identity demographics Strategic
1 1 jecti
1.1. Focus on data accuracy & integrity 2.1. Offer authentication & validation services . 3.1. Conduct “innovative” analysis to provide 1 Objectives
. through multi-channel delivery new & high-demand services linked to
1.2. Shift focus from mass enrollment to 1 opLiation e " 1
enhancing operational quality 2.2. Extend service enablement beyond public 1 pop grap 1
sector of UAE 1 3.2. Leverage current assets to enable 1
1 1
1 1
L] a

—
4 EFFICIENCY, EFFECTIVENESS AND EFFICACY
Ensure that all administrative services are delivered in accordance with the standards of quality, efficiency & transparency

- m m m o omomoy
y 4.1. Promote organizational 4 4.2. Consolidate Emirates ID as a self- 4.3. Develop talent focusing on 4.4, Further leverage
1 excellence & learning 1 sufficient & sustainable organization enhancing customer satisfaction strategic partnerships
] 1
e e smssssm==d
ommitment Integrity & . Team Customer
C onty Innovation Confidence

to Quality Accountability work Centricity
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. crafted specific
strategy to deal with
how the organisation
will tackle KM &
Innovation.. it explains
the objectives,
roadmap & alignment
with upper
organizational strategy.
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Productivity

|

k

Organizational Units Productivity during Change Stages

Targeting to Achieve Immediate Results

___.-------"“'"-"-------------......________"’

/ —
Lack of Capacity and Efficiency
Lack of Access to Full Potential

/ Lack of Clear Vision
Unrealistic Expectations

Lack of Productivity —> Good Indicator of change management
| A Decrease in the Quality and
Productivity in the Beginning

—’ Bad Indicator of Change Management

- Avoiding productivity collapse
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| WHAT?

Engaging Stakeholders

Developing HR

Federal Authority | Zst——21i_ta www.emiratesid.ae



gt ) s

2013 "ol yaodl 6 0a" 2 Pl myss) Jos

Federal Authority | st—3/ it www.emiratesid.ae © 2013 Emirates Identity Authority. All rights reserved



EMIRATES
IDENTITY
AUTHORITY

X
¥
X
¥
I

&
Y

—

VTR

W
Y ARLEY Y. 2018

Federal Authority | Ls—31i

"\

Ny IN PEOPLE /
UL VR T A i AR i ik S

Y INVESTORS ' .

www.emiratesid.ae entity Authority. All rights



/ o ———
UL TE EL SRR g
. Gy : : g

oyl o S - - -
Y v g — = 4 ‘r S
T L’; =—Cooperation with-Academic

AUTHORITY
A\ V.,
/[TIHJHTHv 2

. . .

, I Slg ned JOIHT ’ﬁ;"“' " J.O.A.OL}JULLOA deola European

‘.‘ / 'E .r.‘ 1 g} 15 J)H A?sotiatlon
' "" Biometrics
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jk agreements with
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'/ many universities Q EFOM ~ 4 % —
. ¢ ey | O ZAVED UNVERSITY

(| & training T

|

i 322 SKYLINE UNIVERSITY COLLEGE

UNIVERSITY CITY OF SHARJAH

HAN'c?\

institutions, & ,}
" CreGTed qurning QFE% :)I:l);:ﬂllllllllll[l;l'():l:l
& funding i

IRONMENT AND DEVELOPMENT

International Society for

opportunities.

« Training & education plans that are
iIn sync with the authority strategic
roadmap.
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/ WHAT?

Organization Structure
ICT Systems

Core Functions (BRP)
Supporting Activities
Dissemination Channels
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/ / Organizational Structure

// The development of the organizational structure in an innovative
j.} way, and focus on the element of knowledge ownership .
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Policies and internal regulations

Focused on the development of policies and procedures
aligned with EFQM model in order to meet the cognitive
orientation.
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Contributions|

PMO sets
strategic
objectives to
contribude to
the country’s
outcomes

|

EIDA's
contridution to
achieve PMO's
strategic
obyectrves

Departments’

il | Performance PUO's Sratogy Map
/ Management

| Innovative
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PMO Level

EIDA's Strategy Map

Corporate Level
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Aimed at:

|« Capturing
’ .
| employees tacit

- Application Form

' I feC h niCC“ ﬁ‘ - Scanning in documents
(O

- Scanning in Photos for [ ) -

| knowledge. cogmraion 2200 5%
J

S S,

Appointment

Targeted Process
Completion Time:

5 Minutes

=\

|+ Improve Process ¥
standardization &
- Data Verification Photo and

a Ui'O m Qﬁo n. - Biometrics Capturing

* Improve Service
Quality.
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Promote flow of, and access to, datq,
information, best practices and knowledge.

Build international consensus on newly
required norms and principles.
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Leapfrogging knowledge development ¥
stages in the context of sustainable
organizational development.
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//  many application domains
I:/‘ explored by research §
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{;’ advanced mechanisms to 4 =7
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,l! identities in virtual 5
,Il environments,
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Emirates ID has become @
producer of knowledge In
its core functions &
corporate excellence.

Participate in the review &
preparation of international
standards & frameworks

Contribute to knowledge
development through its
active membership in
international knowledge
associations.
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// Emirates ID 2013 2012 2011

|

ol
| il | of set strategic
- objectives.

]
II , % of achieved strategic objectives
' ’ 100%} > 2 2 2 2 -
: 98% [~ 8
| 96% |~ %
{ 04% |
02% |- %
90% |- 4
88% |- :-'""
oo | 2 100% PYOR 100% [\[273100% 3
84% |- :?;,.'
82% |-
80% -
Objective 1 Objective 2 Objective 3 Objective 4

‘ 2013 Target 2011 Achieved 2012 Achieved | 2013 Achieved Il
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Results (e.g.):

* Dhs 500 (5136)
mi"ion in less than 3 years.
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/| WHAT?
|

alignment - Organization Structure
- ICT Systems

| | - Conceptualization

decision

, [’ - Strategy Development
,’ KPIs' - Core Functions

;'/ - Supporting Activities

’ [ roadmap feedback

WHO?

- Dissemination Channels

Set tempo symphony

enable

WHY? contribution

Bottom Line Business Results
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Introduction to Knowledge Management (KM)
KM - How?
e KM - Models

e KM - leading to Innovation [Emirates ID Case]

e Concluding Remarks
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i b Externalization
mplicit

[available
but hidden]

From

Explicit Internalization Cooperation
[out in the
open]
Implicit To ‘ Explicit
[available [out in the
but hidden] open]
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Organization [pushing for more]
. —® Transformation
[Vehicle for] (EFQM, BPR,
j Process Optimization) ) .
o - !
Organization .
Learning \ / Innovation
o J o J
IS e dge [Development
Management of skills]
Intellectua_ll / \ Information
Assets/Capital I Management
- / ( ) ~ /
T Knovgjgtge?‘;':ased [dissemination
[ensures 4+— of info. across
structured info. flow] | ) organization]
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/| KNOWLEDGE IS LIKE LIGHT.

|
ifl Weightless and intangible, it can
| easily fravel the world, enlightening

‘| the lives of people everywhere. Yet
'l/_, billions of people still live in poverty
| unnecessarily.

Knowledge about how to treat such
a simple aillment as diarrhea has
existed for centuries but milions of
children continue to die from it

because their parents do not know
\\\ how to save them.

WORLD BANK
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Nations like the USA, India, Japan, Korea and the European Union have
specific Knowledge Development Programs with specific working groups
\ demgno‘red to enhance the knowledge in the respec’rlve countries.
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Results are obvious..

consciously and diligently built on their limited resources, garnering all
) their knowledge and creating conducive environments to enhance it.
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They haven't become successful by chance.. They've
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Not only sustainable, but
sustained Growth also serves to ggnerate
c accelerated national
— conom
- > X growth rates.
K Services
noWIedge
Political WPblicag,, Human
Resolve Capital
Know’edge
- e
kno'%dge Knowle%®
K,
/ nowledge )
Information / Innovation
Technology Mgmt

6 dimensions of
Knowledge Management
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“If you have knowledge,

let others light their candles in it.”

Sarah Margaret Fuller Ossoli
American journalist - May 23, 1810 - July 19, 1850

Dr. Ali M. Al-Khouwuri
Director General | Emirates Identity Authority | UAE
www.emiratesid.ae | ali.alkhouri@emiratesid.ae | @DrAliAlKhouri
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