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Organizational Mission

National Child Welfare

Workforce Institute is
designed to build the
capacity of the nation’s
child welfare workforce
through activities that
support the development
of child welfare leaders,
including knowledge
assessment and
management, and strategic
dissemination of effective
and promising workforce
practices.

Child Welfare

Information Gateway
provides information
services to child welfare
professionals and the public
as the clearinghouse for the
Children’s Bureau,
compiling, synthesizing,
and disseminating
resources to improve the
safety, permanency, and
well-being of children and
families.



CWIG & NCWWI:
Shared KM/KT Goals &
Activities
1. Gather child welfare information,

research findings, and other
resources.

2. Determine what information,
findings, and resources have value
for our various audiences.

3. Identify and implement effective
ways of organizing and distributing
this information in order to
strengthen knowledge transfer.




Capital Beltway Update: Beltway User Focus Groups
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Figure 1. Questionnaire Responses — General vs. Aggressive Drivers
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Aggressive Drivers Are Often Competitive
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Figure 1. Questionnaire Responses — General vs. Aggressive Drivers



o Uk W

Session Overview

. Common Challenges &

Obstacles of KM/KT

KM/KT Theory & Science
Framework for KM/KT
Examples of Effective KM/KT
Lessons Learned & Tips
Questions, Comments, & Ideas



KM/KT Challenges &
Obstacles

e Introduce and describe the
challenges in identifying,
collecting, storing, and
transferring knowledge.

e Describe the gap between“what is
known”and “what is currently
done”in child welfare settings.



FINDINGIT
— Workforce Turnover

* Loss of knowledge and information over time

— Access

e Nonexistent or restricted access to the Internet
e Restricted access to university holdings/search engines
 Limited opportunities to attend state/national conferences and meetings

— Time
e Busy, chaotic work lives leave no time to look for/locate new information
— Expertise/Training

» Limited or no background in research
e Limited or no exposure to most current/useful sources

— Organizational Culture

* Not always welcoming of new information (e.g., learning culture; results-
oriented culture)

* Limited support/structure to encourage acquisition of new information




Understanding It

— Information Overload
* Receive and have access to large amount of information everyday

— Time
» Busy, chaotic work lives leave no time to review/assess/analyze
iInformation

— Expertise/Training
» Limited or no background in analysis or synthesis

— Relevance

» Often lacks connection with other findings,
resources, initiatives, or partnerships

— Organizational Culture

* Limited support/structure to encourage greater exploration and/or
mastery of new information (e.g., supervision related to new
iInformation, peer support/learning circles, coaching, follow-up training,
etc)




Using It
— Relevance

* Not tailored to match audience specialty or specific information needs
* Focused on one single study/project; hard to connect to practice
» Overlooks practical implications/realistic recommendations

— Accessibility & Reach

» Uses unappealing/one-dimensional product formats
» Uses overly academic/jargon-filled language
e Lacks multi-channel communication strategies

— Time
e Doing something in a new way takes more time

— Organizational Culture
» Limited support/structure to foster application/use

in the field (e.g., Breakthrough Series Collaborative,
pilots, policy changes, programmatic changes, data gathering related to
new information/knowledge, etc.)




' Theory & Science of KM/KT

e Present theories & science of
Knowledge Management and
Transfer

* Provide the rationale for the
importance of Knowledge
Management and Transfer
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Definition: From Data to Knowledge

e Data - Unorganized facts, discrete findings that carry no
judgment or interpretation.

* Information — Data plus context where data has been
organized, patterned, grouped, or categorized.

 Knowledge - Information plus judgment, derived from
experience, and the analysis of the data and
information. (Davenport & Prusak, 2000)

“Knowledge is information in action.”
(O'Dell, Essaides, & Ostro, 1998)




Definition of Knowledge Management/Transfer

Knowledge Management

« Systematic process of identifying, capturing, and transferring
information and knowledge people can use to create,

compete, and improve.
(American Productivity and Quality Center, n.d.)

* Approach to finding, understanding, and using knowledge to

achieve organizational objectives.

(NYS Department of Civil Services, NYS Governor’s Office of Employee
Relations (NYS), 2002)

Knowledge Transfer

e The actual movement of knowledge from

one individual to another.
(NYS, 2002)




Knowledge Along a Continuum:
Explicit/Tacit

o Explicit knowledge is codified and expressed in
language

e Tacit knowledge exists in the minds of workforce
members, manifests itself through their actions, and

is not easily articulated.
(Federal Knowledge Management Working Group, n.d.)

“Tacit knowledge resides in people's brains and explicit
knowledge resides in the organizational systems and

documents, both electronic and on paper.
(Sayed, Jabeur & Aref, 2007)




Explicit &Tacit Knowledge

o |t

Features Codified Personal
Stored Context-specific
Transferrable Difficult to formulate

Easily Expressed & Difficult to capture,
Shared communicate, share

Sources Manuals Informal Business Processes &
Policies & Procedures Communications
Databases Personal Experiences
Reports Historical Understanding

(Serban & Luan, 2002)




Predominant Themes &
Perspectives

e Technical + Social =
Two Complementary Components:
— Technical - capture, package, and distribute

tangible products.
e Focus on technology: IT, MIS, intranet, Groupware, etc.
— Social - enable collaboration, connection, and
reflection among users.

* Focus on people: Communities of practice, webinars,
etc.




Rationale & Emerging Focus for KM/KT

Information overload

Increased productivity

— 2001 survey of companies by Reuters:
* 90 % of companies benefited from better decision making
* 81% reported increase in productivity

Skill segmentation and specialization

— Access to the right information, at the right time, without
being an expert

Workforce turnover and succession planning
Managing knowledge and transfer compounds its value

“When information is lost, or not accessible, we must go ahead without it,

n

find it, or recreate it — all wastes of resources and time.
(Sayed, Jabeur, & Aref, 2007)




Strategies for Effective KM/KT

 Build visible connection to organization’s goals
* Link to organization’s values

» Tailor KM to style of organization

 |dentify and build on existing networks

* |Identify key workers and roles of all staff

* Dedicate staff to facilitate KM implementation
Austin, Claassen, Vu, & Mizrahi, 2008 (citing McDermott & O'Dell)

Data... Information... Knowledge ... leading to planning and action.




KM/KT Framework

Three Major Components

1. People First: Create, share, and use
knowledge, and comprise the
organizational culture that nurtures and
stimulates knowledge sharing.

2. Processes: Methods to acquire, create,
organize, share, and transfer knowledge.

3. Technology: The mechanisms that store
and provide access to data, information,
and knowledge.
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KM/KT Framework

e Willingness to share  Whatisto beshared, ¢ Computertechnology
» Atmosphere of trust with whom, how Storage, searchable
more difficult in larger Determine and locate databases
organizations needed knowledge e Telecommunication
* Credibility of source Process to share Chat rooms, webinars,
people first explicit and tacit person-to-person
* Knowledge is power knowledge support
reward KM/KT Managing contentto ¢ Speed and access
keep current and Practical and useful
relevant
Effective knowledge
transfer strategies

(NYS, 2002)



KM/KT Examples

e |Introduce traditional and recent
innovative examples to highlight the
practical application of the KM/KT
framework, including:

— Online Learning Center

— Targeted Resource Charts

— 1-page Article Summaries

— Digital Stories

— Practice Notes

— E-Books for Annual Reports

— RSS Feeds of Child Welfare in the News
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Background: Gateway Feedback

e Gain customer feedback in a variety of ways:
— At Conferences
— Online Survey
— Phone Survey
— Mailings
— Focus Groups
— User Testing
— Web Analytics




Customer Survey Findings

* 76% of our customers work in a state, county,
or community-based agency or organization.

* 51% of our customers plan to use Gateway
information to train others.

* 48% have taken an online training course in
the past 6 months.




Top 3 Types of Information Sought by
Professionals (n=473)

20% general information
18% training/education information
11% evidence-based practice information

11% professional literature (journal articles,
research, etc.)




Top 3 Ways Professionals Intend to Use

* 19%
* 13%
* 12%
* 12%

Information (n=457)

Professional development
Provide information to families
Research

Program improvement




Our Challenge

e Developing an approach to offering
knowledge-building resources

e Packaging information for the busy supervisor,
manager, and educator

* Providing access to materials/tools that
supervisors and managers can share with staff




Integrating Evaluation Findings
toward Continuous Improvement

Not only do we encourage KM/KT for

child welfare professionals, we
incorporate KM/KT into everything

that we do.




KM/KT: Online Learning Center




TRADITIONAL: Lengthy Reference Lists




KM/KT: Targeted Resource Charts

IMPLEMENTING CHANGE
= California Evidence-Based Clearinghouse for Child
Welfare: Implementation Resources Section
= Child Welfare Technical Assistance
Implementation Centers
Websites/Resource | Child Welfare Information Gateway - System
Pages Reform: Building and Sustaining System Reform
Efforts
= MNational Implementation Research Metwork
= Positioning Public Child Welfare Guidance:
Change Management
=k Critical Factors in System of Care Implementation
= Implementation: The Missing Link between
Research & Practice Implementing Change at the
Local Level: Strategies for Success
Re /Guides/ -+ LD:::rI:fgcir:gci:uztaining Prevention Programs:
Manuals/Overviews | | | adership Qualities in Successful Systems of Care
/Tools = Organizational Change & System Transformation
= Readiness for Change

= Scale of Change: Creating & Sustaining
Collaborative Child Welfare Reform across Cities

& States

Curriculumy iTheog: of Change Logic Models: System of Care
Training Materials Practice Review (SOCPR) Training Tutorial
= Children's Services Systemn Transformation
Virginia Division of Family Services
= Hand in Hand: How One of the MNation's Largest

Child Welfare Agencies Transformed Itself for
Better Outcomes for Children

State/Local
Examples




TRADITIONAL: Inaccessible Journal Articles




KM/KT: 1-page Article Summaries




TRADITIONAL: Standard Training Settings




KM/KT: Digital Stories




TRADITIONAL: Annotated Bibliographies




KM/KT: Short Summaries - Newsletter Format




TRADITIONAL: Long/Written Annual Reports




KM/KT: E-books with Stories & Photos




TRADITIONAL: Newspapers




KM/KT: RSS Feeds of Child Welfare News

(a5 =9 B a9 - Child Welfare in the News -- August 16, 2011 - Message (HTML)
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Ta: Peterson; #® Peterson, Cynthia
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Subject: Child Welfare in the Mews - August 15, 2011

Child Welfare in the News

AZ: Child Protective Services under fire after Phoenix boy dies

ABC 13 August 132, 2011

“It's a perfect storm,” said Dana Maimark who works for Children’'s Action Alliance.

She said the true problems start at the State Capitol between tightened laws that make it nearly impossible to take a child from the home to budget cuts that chip
away at state programs.

http- v abe1s comddppinewsiregion_phoenix_metro/central_phoenix/child-protective-services-under-fire-after-phoenix-boy-dies

ME: Wabanaki, State of Maine, Team Up to Stop Abuse of Indian Foster Children

Inclian Country Today  August 15, 2011

At that ceremony, chiefs of the Wabanaki nations, Maine Gov. Paul LePage and Altvater signed a Declaration of Intent to Create a Maine/VWabanaki Truth and
Recaonciliation Process that will heal the past and create the best possible child-welfare system for Wabanaki children. A truth and reconciliation commission (TRC)
will be convened as part of the process.

http:/findiancountrytodaymedianetwork com/2011/08/ wabanaki-state-of-maine-team-up-to-stop-abuse-of-indian-foster-children/

MO: Adoption Reform Bill Set to go into Effect August 28

KSFR  August 15, 2011

A bill that makes it easier for Missoun adoptees to access information about their biological parents will go into effect at the end of the month. An Ozarks man
shares the story of how he connected with his biological family with KSPR.

http:{fwww. kspr.com/news/local/kspr-adoption-reform-bill-set-to-go-into-effect-august-28-20110815.0. 1586030 story

OK: Pottawatomie County District Attorney Blast DHS's Handling Of Serenity Deal Case

Mews 9@  August 13, 2011

District Attormney Richard Smothermon says during his investigation, he found ODHS failed to inform his office and the courts of a Movember 2010 incident where
Sean Devon Brooks, Serenity's father. dropped her off at her foster home with severe bruises and that lead to her death.

http:{fwww. news3. com/story/ 15327172 1/pottawatomie-county-da-blast-dhs-for-withhelding-information-on-serenity-cdeal-case

OK: Serenity Deal story gets more maddening at every turn

~ 2 Internct = @ 4 Microsoft.,, sof @ 6 Microsoft... = [[E] 2 Mic




Lessons Learned

Tips for Evaluators/Researchers:

* Know your audience & their interests/needs; ask for
their feedback.

— Examples: Information Gateway Focus Groups;
NCWWI Dissemination Survey & Interviews

Present summaries using multiple approaches &
medium.

— Examples: One-page overviews with graphics/visuals;
newsletters; webinars & teleconferences; digital
stories; toolkits; daily digests, etc.

Allocate time/resources for beta testing.
— Example: Child Welfare in the News
Devote organizational time/resources for KM/T.

— Include: Knowledge Assessment & Management;
Product Development; Communications & Marketing,
etc.
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QUESTIONS, COMMENTS, IDEAS?

Nancy McDaniel, Butler Institute for Families Pamela Day

Sara Munson, University at Albany Cynthia Peterson



mailto:Nancy.McDaniel@du.edu
mailto:PDay@icfi.com
mailto:smunson@uamail.albany.edu
mailto:CPeterson@icfi.com
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