Knowledge Transfer
Toolkit
Guide. Steps. Plan. Resources.

Overview

This toolkit provides information and resources to support knowledge
transfer efforts. It includes:
•
•
•
•

Information Guide
How to Steps
Planning Template
Resources

Terminology
Knowledge
Management

Types of
Knowledge
Tacit knowledge

Is a systematic approach to
creating, finding, capturing,
understanding, using, and
transferring intellectual
capital and job know how

Explicit knowledge

Knowledge
Transfer
Is a process to elicit and
transfer tacit or experience
based knowledge, or to
capture and provide access
to explicit or 'documentable'
knowledge. Knowledge
transfer activities are
generally used for knowledge
that is at risk, strategic, or
essential to day to day
business functioning.

Types of
knowledge

80%
Tacit Knowledge
Thoughts. Activities. Impressions of people and
things. Experiences.
Difficult to access, capture and share as individuals
carry this knowledge in their heads on a
subconscious level and may not communicate it
often. It is considered valuable knowledge as it may
provide context for experiences, ideas, people and
places

20%
Explicit Knowledge
Easy to capture and store in databases and
documents (policies, procedures, and manuals).
Structured Informational elements are organised
for future retrieval (databases, and spreadsheets
Unstructured Information is not referenced for
retrieval (emails, images, audio, video)

Knowledge transfer programs
•

Identify the critical knowledge
found in specific occupations
and people that must be
transferred within the
organisation

•

Help ensure a smooth
transition of this knowledge to
successors

•

Provide ready access to highly
specialised or highly contextual
knowledge

The goal of knowledge transfer is to share
valued and useful information, within a
meaningful context, so that it can be used
when making decisions and taking action.
The knowledge must both be learned and
usable in a relevant context; and if both
conditions do not exist, the knowledge has
not been transferred. This means cross
training and success measures are part of
the transfer process.

What to transfer?

Many departments have found that it makes sense to be quite selective about defining essential program
knowledge, particularly where key practices and technologies are changing. There are certain benefits to be
gained from the new ideas and innovative practices that will results from incoming new ideas. Another
related resource that some departments have focused on is relationship capital. For example, key individuals
in an organisation often develop relationships with key stakeholders that may need to be preserved.

Success is …
Effective knowledge transfer
practices ensure accumulated
organisational knowledge
remains within organisations
to maintain a baseline of
expertise, even as employees,
functional specialists, or key
contractors and alliance
members depart.

Benefits

Knowledge transfer benefits:
•
•
•
•
•
•
•
•
•

Accelerates development of new hires
Reduces the impact of staff departures
Reduces the risk of developing policies or making decisions in the absence
of historical best practices, knowledge and experience
Captures knowledge before it leaves ensuring business and service continuity
Enhances the ability to make better decisions
Helps streamline processes
Reduces re-work / duplication of effort
Provides for greater collaboration
Enables organisations to more effectively “leverage what we know”

Challenges

Knowledge transfer challenges:
•
•
•
•
•
•

•

Inability to recognise or articulate tacit knowledge
Schedule or locational constraints
Generational differences
No incentives for staff or non-conducive culture
Efforts are not easy (can be time consuming)
Misconceptions about the purpose (what the individual and
the organisation see as key, strategic, or essential
knowledge may not always be in harmony), including how
to measure successful outcomes
Lack of trust or willingness to share knowledge

Steps

1
Identify
essential
knowledge at
risk

2
Identify
knowledge
holder(s)

3
Identify
knowledge
receivers

4
Determine start
and finish
timeframes

5
Select and
implement
transfer
strategies

6
Monitor and
evaluate

1. Identify
knowledge risks

Consider

What different types of knowledge are held
in the business? How essential is this
knowledge to the business? How at risk is
it?
What is its context, impact, application, and
touchpoints?
Prioritise this knowledge based on losing it.
If lost, is there a high, medium, or low
impact on the business.?

… and …

1. Identify
essential
knowledge

What knowledge is critical to deliver on current objectives, relating to:
Technology
Processes
Business knowledge
Documentation
Contacts
Administration tasks
•
•
•
•
•
•

Why is it important to transfer the knowledge?
How will users find and access the knowledge?
Is the knowledge inherent to a key position or key role within the team?
What would be the impact on performance if knowledge was lost?
What do staff need to know - now and for the future?
What would others in the team consider essential knowledge?

2. Identify
knowledge holders
Knowledge holders
include those about to retire, to leave the
organisation, and to transfer to other roles
or teams.
Questions to help identify these individuals
include:
•
•
•
•
•

Who do others go to in a crisis?
Who has a long-term corporate
memory?
Who is doing a one-of-a-kind job?
Who has a unique set of skills or
knowledge?
Who carries the ball on major projects?

3. Identify knowledge receivers

Knowledge receivers
include job shadow candidates,
new staff members, work or
project team members.

4. Start and finish
timeframes

Time to benefit
Leave enough time to
ensure the process and the
outcomes are meaningful
and of organisational
benefit.

5. Strategies
Knowledge transfer strategies include:

•
•
•
•
•
•
•
•
•
•
•
•

Alumni programs
Archiving material
Benchmarking
Briefing papers
Coaching / mentoring programs
Communities of practice
Critical incident reviews
Cross training (position backup)
Document repositories
Expert interviews
FAQs
Information packs and guides

•
•
•
•
•
•
•
•
•
•
•
•

Information sessions
Job aids
Job rotation
Job shadowing
Knowledge maps & inventories
Lessons learned
Lunchtime learning
Process documentation
Record / video key meetings & events
Social media
Task lists
Training materials

5. Collecting and connecting
Remember the 80.20 rule of thumb about different
types of knowledge? Two of the main approaches to
managing knowledge are:
•

connecting people with people and people with
content

•

collecting knowledge and information in
databases and other repositories

Consider whether you will focus on connecting or
connecting, and whether these activities will be
formal or informal.

5. Collecting and connecting activities
Uses. Advantages. Disadvantages

Formal Collecting
Formal Collecting
Systems

Informal Collecting
Informal Collecting
Systems

Are typically databases or
technical systems which make it
easy to track, find, group, and sort
learnings
Each lesson can be treated a single
learning opportunity and tracked
through to implementation, or
incorporating learnings into
processes, manuals, and training
Formal systems facilitate reporting
and governance

Works on ‘wisdom of the crowd’
thinking, which can help put
everyone on the same footing,
regardless of seniority or position
in the workplace

People find it frustrating to fill in
forms, adapt content to
templates, and go through the
peer review and sign-off process

There is a 1.9.90 rule of online
contribution, where 1% are
regular contributors, 9%
occasional contributors, and 90%
readers / benefiters, consumers.
This means there needs to a large
volume of users and contributions,
with lots of content overlaps to
avoid the risk that key lessons
don’t enter the system

It can be difficult to make subtle
observations, and challenging to
encourage creativity with formal
knowledge collection systems

Easy to add content, including rich
media, and to link and tag content

Formal Connecting
Formal Connecting
Systems

Informal Connecting
Informal Connecting
Systems

Ideal for sharing learnings in areas
of complex or context-specific
need or for one-off requests, for
topics which are emerging, rapidly
changing, or where new issues are
frequently being identified

Discussion groups emerge from
genuine shared interests, allowing
questions to be asked, answers to
be given and lessons to be
exchanged in a fluid network of
contacts
Encourages chance meetings with
unexpected / unfamiliar sources of
knowledge

Contributors can play multiple
roles of editors, subject specialists,
and commentators
Less appropriate where processes
are becoming better defined and
more standardised, and where
learnings can be incorporated into
standards and guidelines

Can be intimidating for
newcomers or be directed by
those with acknowledged
expertise, or who have managerial
or authority roles
Can end up as an exchange of
opinions among a random group
rather than lead to an exchange of
learnings or useful take-away
knowledge

6. Monitor
and evaluate

Establish how to test the knowledge transfer plan
to ensure knowledge is successfully and
effectively transferred
Monitor to ensure that knowledge captured and
transferred is effective and appropriate to roles
and tasks

Tips

•
•
•
•

•
•
•

Leadership motivation and encouragement inspires and sets the direction to
cultivate a knowledge sharing culture
The knowledge transfer has a business value and supports business
objectives
Engage the involvement of the end users, and use multiple strategies to
appeal to different recipients.
The knowledge holder and the intended audience or end user may not be the
best persons to facilitate the knowledge transfer activities – it may be more
appropriate to allocate these tasks to others (what support, materials, or
training might they need?)
Internal knowledge transfer methods associated with other processes may
already be in place. If appropriate, use these in your knowledge transfer plan
Consider how people will access the information, either in written, video,
audio or group format.
Are there other stakeholders in the process? What roles do they play?

Plan

Develop a knowledge transfer plan to identify …

tasks, actions, and deliverables.
• Break down the knowledge into manageable chunks
• Define the plan in terms of measurable learning goals, tasks,
and deliverables
• Clarify performance expectations
• Schedule regular status update meetings between knowledge
holder, knowledge receiver, and managers or key business
stakeholders

Example plan

Knowledge
Type
Identify
knowledge to be
captured,
reason for
capturing it, its
importance, and
its holder

Audience / End
User
Who will use this
knowledge, and
in what form?
Are there other
stakeholders or
dependencies

Priority

Activity or Transfer
Technique

Responsible

Due

Measure

HML

• Steps which will be
taken to retain this
critical knowledge or
skill and / or minimise
the impact of its loss.

• Manager

How will we
know the
knowledge has
been
transferred?

• Is it tacit or explicit?

• Learning and
Knowledge
team

Provide enough
time between
activities to
ensure the
knowledge is
meaningful

• Are there practical,
interpersonal or
cultural
considerations?

• Knowledge
holder
• Recipients

• External
resource

Resources

•
•
•

Knowledge transfer guide
Knowledge transfer
strategies
Knowledge transfer plan

