
© Grant Thornton. All rights reserved.

A Deep Dive into a Knowledge Management Process
Building Healthy Communities of Practice  (CoP)

Tina Schultz, Director

APQC Member Meeting
November 9-10, 2011



© Grant Thornton. All rights reserved.

Founded in 1924, Grant Thornton LLP provides audit, tax and 

advisory services to both public and private US-based clients

Grant Thornton at-a-glance

Grant Thornton 

International Ltd.* Grant Thornton LLP**

Revenues US $3.7 billion $ 1.09 billion

Personnel 29,974 5,249

Partners 2,511 514

Offices 488 50

Sta tis tics  as  of: 30-Sep-10 31-Dec-10

* Collective figures of Grant Thornton International Ltd.

member fi rms

** US member firm of Grant Thornton International Ltd.
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More about Grant Thornton LLP

• 3 major service lines 

offering 150+ service solutions

• 6 major industries 

with 65+ sub-sectors

• 5 Regions with 50 offices

• 11 major internal functional areas
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What We Heard back in 2007

Prior to KSource®

"Each individual group is 

doing things their own 

individual way."

"How do we 

architect the 

intranet so people 

can find things?  

It’s a swimming 

pool today."

"I need to know 

more than my 

targets/clients."

"At least 

75% of what 

we do is not 

brand new."

"KM is a critical part in 

business development 

…knowing the skills of 

our people

…having easy access 

to client testimonials…"
"The sharing of quality 

information gives you a 

competitive advantage."



© Grant Thornton. All rights reserved.

Process Dilemma

Big Bang?

OR

One-by-One?
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Promoting KSource® Success Stories

I am…

My need…

My KSource Connection…

My action…
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CoP Operations Health Check

What is it?  What is the process?

1. Pre-work: Self-assessment scorecard 

– Strategy Alignment

– Content Management

– Change Management

2. 90 minute collaborative session with BU CoP Sponsor, 

CoP Knowledge Manager and National KM team

3. Outcome: Action items to "raise the bar" and "align"
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Lessons learned

• Focus on the people side of the equation – the "A"

• Gain and maintain executive sponsorship

• Make sure you have the right people in the right roles

• Develop safety nets for your people

– Communication

– Learning

– Rewards

Results =  Quality of solution  x   Acceptance
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Lessons learned (continued)

• Leverage focus groups and conduct pilots

• The need for vetted content remains for most organizations

• Develop a roadmap where features are layered in over time

• Integrate applications to streamline user experience 

• Use established platforms to reduce total cost of ownership

• Continually listen for feedback – it is all around you
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The Source of our Organizational Knowledge

"Connecting People to People"

"Connecting People to Content"


