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Superknowledge at 
your fingertips
‘Hey Siri, show me the latest market share of 
our ZX20’ or ‘Alexa, please run me through the 
bi‑monthly maintenance procedures of the AS350.’ 
 
Wouldn’t it be great if we could enjoy the convenience 
of a virtual assistant in a professional context? Or if we 
could just ‘google’ any information we need to complete 
a specific task at work?
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A massive amount of information is 
scattered throughout business units, 
well hidden in different knowledge bases, 
employees’ inboxes, communication 
channels and countless data buckets. 
A Forrester survey found that between 60% 
and 73% of all data within organizations 
is never analysed for insights or larger 
trends. A Veritas report found that 52% 
of all information stored by organizations 
is of unknown value. And this is causing 
challenges at various levels.

Research has unveiled that employees 
are losing 8 hours per week searching for 
information and knowledge they need to 
complete their tasks. The most significant 
figure in the report is showing 24% less 
profit margin for companies that do not 
continuously invest providing the right 
knowledge to the right people at the right 
time. So here lies an opportunity to impact 
the bottom line of the organization when 
knowledge management and learning is 
done right.

Rapidly evolving technology, shorter product lifecycles, 
a higher rate of new product development and the 
complexity of innovation are significantly increasing the 
amount of data and knowledge available in organizations.

New hires are exposed to an abundance of organizational knowledge and information. 
But what do they need and who do they need to address in order to get up to speed as 
quickly as possible with their new tasks? Separate departments are sometimes developing 
the same or similar ideas. Too often the person sitting next to you is reinventing the wheel 
because he doesn’t know you have done exactly the same thing two weeks ago. This is 
not the most efficient use of company resources. And how do you avoid that valuable 
knowledge retires together with your most experienced employees?
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Identifying business critical content and 
expertise and understanding the context 
of the events or situations in which it is 
used, is imperative to delivering the right 
information to the right people at the 
right time. Metadata tagging will be key in 
content management systems, and this 
is one of the areas where AI can assist. 
It allows to attribute meaning and context 
to content and this should be more than 
basic metadata fields, such as author and 
title. It should include other relevant data, 
such as document type, project name, 
effective date and other contextually 
relevant information. Rather than 
forcing employees to add metadata to 
content, an AI engine could automatically 
tag every piece of content, in order to 
integrate it in real‑world cases.

It would be wrong to equal the revised 
knowledge management strategy with 
technology. Technology is only an enabler 
in the knowledge management process. 
It needs to support the people, process, 
content and connectivity in the first place.

Team communication tools, such as Slack 
or MS Teams are perfect for one‑on‑one 
conversations and ad hoc sharing of 
knowledge. However, a lot of information 
is disappearing in channels and private 
groups. Document management systems 
such as SharePoint, Google Drive or 
Confluence are suitable as master data 
repositories but require a lot of manual 
maintenance. The permission‑based 
folder structure lacks transparency. 
One really needs to know what he’s 
looking for in order to find it.

Who consults which 
information for what reason?
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Corporate virtual assistants are 
collecting detailed information about 
employees, including job titles, locations, 
departments, coworkers, and potentially 
all of the documents, emails, and other 
correspondences they author. They are 
monitoring the pages that employees visit, 
the papers they write, the videos they 

watch, and the support tickets they submit.
Thanks to AI, this process self‑improves 
continuously, automatically learning how 
various resources are relevant to each 
person and ranking those resources 
accordingly. We’re getting Superknowledge 
at our fingertips. Two technologies to put 
on your watchlist include:

In today’s workplace, there’s more 
knowledge and information available 
than ever before. It lives everywhere, it is 
scattered across teams, departments, and 
individual apps. A considerable amount 
hardly ever gets used because it’s only 
valuable if it’s available at task level in the 
flow of work of the people that need it.

pulls together multiple technologies from Microsoft research and 
turns them loose on the Office 365 ecosystem. It analyses documents, 
conversations, meetings, and videos to identify domain experts and 
populate a knowledge database while surfacing info in Office apps. 
It uses AI to reason over the organization’s data and automatically 
organize content and expertise across systems and teams.

Microsoft Viva Uman.ai is

A platform independent knowledge sharing solution that connects 
all trusted knowledge sources in an organization such as intranet, 

collaboration tools and the master data repository. All content is 
automatically tagged and contextualized. The quality of the content is 

continuously monitored and automatically delivered for verification and 
curation to relevant experts. The uman.ai virtual assistant is available 

through a browser plugin or add‑on in Slack or MS Teams.

The knowledge in an organization 
should find the employee, and not 
the other way around.
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Where to start?
To move ahead, organizations need to embark on a journey involving several well‑calculated 
steps, and the only place to start is at the beginning: set your vision for knowledge 
management in your organization, and quickly prove value through small‑scaled pilots. 
Need help? I look forward to discussing this with you.

Frederiek Van Tornout

The author would like to thank Luc Lutin, Wouter Maenhout & Yves Van Durme for insights and 
discussions that helped shape and sharpen this perspective.
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3. HR Magazine – https://www.hrzone.com/community/blogs/blakebeus/how‑investing‑in‑training‑benefits‑the‑business
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