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Connecting People 

Sharing Knowledge 

Driving Results 



Introduction to Merck and GSTC 

 

Merck/MSD is a leading global healthcare company of about 90,000 employees 

– Merck merged with Schering Plough in 2009 

 

Global Science, Technology & Commercialization (GSTC) is an organization within the 
Merck Manufacturing Division with the mission to commercialize and support long 
term reliable supply of our products through the following 

– Manage the late stage product and process development of our pharmaceutical products 

– Operate pilot and full scale manufacturing facilities to manufacture clinical and commercial 
materials  

– Provide technical support for in-line products 

 

GSTC is a large and diverse organization, consisting of ~3,000 employees, located at 
over 50 sites, in over 20 countries around the world 

 



Sustain and deliver value:  
Managing knowledge as 
how we work 

Sustain, improve, accelerate, 
additional capabilities for 
innovation, workplace coaching, 
further engage partners 

Era of adoption – continue to expand 
and embed capabilities, develop 
additional capabilities for ideation 

Early replication & expansion of product, 
process & connectivity capabilities 

Design and execute 4 initial pilots 

KM Roadmap 

Get Started – Establish case for change,    
Develop strategy 



Expertise Connectivity 

Processes Products 

Knowledge Management 
Capabilities 

Explicit  
documented to 

read & review 

Implicit             
held by people, 

who interpret & 

extrapolate 

Retention of Critical 
Knowledge (ROCK) 

API Technical Package Pharmaceutical Technology 
  Platform 

Virtual Technical 
Network 

Knowledge Management Pilots 



Why a Virtual Technical Network (VTN)? 
 “People are our most important asset.”  

-President, Merck Manufacturing Division 

Case for Change 
1. We were not harnessing our existing collective 

knowledge and experience  

2. We have a large and globally dispersed 
population  

3. We were integrating two large corporations 

Intent – What does success look like 
1. Provide an efficient and effective means of 

connecting people, expertise and knowledge to 
create business value 

2. Enable a more inclusive environment 

3. Make problems visible and solve them once 

4. Become part of how we work 



What is the Virtual Technical Network (VTN)? 

Human 

Network 

Mindsets and 

Behaviors 

KM 

Principles 
Social 

Computing 

Technology 

A KM capability to 

connect people to 

people and expertise 



A User Perspective 

+ 

Expertise Profiles Collaboration Space for Technical Topics 

Includes things like… 

• Key experience, including 

compounds worked on 

• Professional background 

• Education 

• Memberships & Affiliations 

• Areas of interest 

Includes things like… 

• Key technical topics 

• A place to ask questions 

• Tagging, rating, links and other 

features to better manage 

knowledge and provide relevance 

• „Official‟ SMEs to help answer 

questions 



Barriers to a successful Virtual Technical Network 

Cultural Norms 
– Knowing Culture ( not safe to ask questions)  

– Local mindset 

– Email dominated communication 

Rapidly changing corporate environment 

Limited available change capacity 



 

~80% of knowledge is Tacit 
 

Our workforce is a network of knowledge 
workers 

 
Mindsets and behaviors strongly affect the 

flow of tacit knowledge in a human 
network 

 
Must create an Energized 

Network* to maximize the 
flow of knowledge.  

Our Change Approach 

*see Rob Cross‟ work on Organizational Network Analysis  



Rules of Engagement based on inclusive behaviors* 

1. Build trust in the community  

2. Be willing to seek and share information  

3. Listen as an ally  

4. Create a sense of safety for yourself and 
others  

5. Create a 360 degree vision and accept 
people's frame of reference as true for them  

6. Ask who else needs to be in the room  

7. Link to others ideas – Give Energy Back! 

*Adopted from 12 Inclusive Behaviors, Kaleel Jamison Consulting Group 



Create and sustain supportive energy 

Give energy back to people for… 

– leaning into discomfort 

– respectfully challenging 

– Sharing their expertise and 
experience 

 

Share the new story  

 

Recognition 

– Peer-to-peer 

– Contributor 

– Stewards 



 

Active Change Management 

Business 
Focused 
Topics Standard 

Work 

Dedicated 
Support 

•Core Team 
•Community 
Stewards 

•Community 
Lifecycle 
Management 

•Fit in Portfolio 
•Business Impact 
and Urgency 
•Breadth of Topic 

Risk-Based Change Plan 



Current Landscape VTN has become a brand for professional  
networking and collaboration 

“VTN can help us work as a team, where we can have not just 

200 hands - but rather thousands to help hold each other” 

Per recent survey –  

81% feel more included in the organization 

84% feel the VTN is a new and valuable way of working 

67% will recommend the VTN as a first place to go for information 



 

Got feedback 

on real time 

development/ 

supply issue 

Got assistance  

to Design an 

Experiment 

Found expertise 

on Statistical 

Analysis 

Aligned and gained 

confidence on a 

Regulatory Approach 

Connected with a previously 

unknown expert Our Successes 
“It's comforting to know there is 

such a wealth of knowledge out 

there that is available by a click of 

the mouse” 



Lessons We’ve Learned 



Future of VTN: Internalization level of Commitment* 
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Contact 
Individuals have 

knowledge that 

the change exists 

Awareness 
Individuals are 

aware of basic 

scope & concepts of 

the change 

Understanding 
Individuals understand 

how the change 

impacts the company 

& their areas 

Positive Perception 
Individuals understand how the 

impacts of the change will 

benefit  them 

Experimentation 
Individuals try working within new 

structures, processes & systems and 

understand how their work is affected. 

Adoption 
Individuals are willing to work with 

and adopt processes & systems 

Institutionalization 
Individuals accept that new 

processes and systems are the 

way work is done.  The new 

status quo is established. 

Low 

Goal Internalization 
Individual beliefs and desires 

are aligned with those of the 

change.  There is a high level of 

consistency between 

individual mindset and behavior. 

*Change commitment curve adopted from Conner Partners  

Tipping  

Point 

Start 

Current 

Forces Against Change 
-Current Culture- 

-Change Capacity-  
-Competency- 

-Time- 
 

Forces For Change 
-Sponsorship- 

-Energized Network- 
-Cultural Efforts- 

-KM Initiative- 



Thank you for your attention 

Thoughts or Questions? 

 


