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Introduction

“The more extensive a man’s knowledge of what has been done, the greater will be his
power of knowing what to do.”

Benjamin Disraeli - Former Prime Minister of the UK

- Capturing knowledge is an important part of growth, education and development.
- Mistakes can happen - but it's how we learn from them

- Consistency throughout the organisation is key.
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Start of the knowledge management process

Recognition
- In February 2010, the OIA published the 'Pathway Report' and stated in Recommendation 26:

"The OIA should develop its knowledge management system as a way of ensuring that its
Decisions continue to be evidence-based and consistent"”
Pathway Report, OIA, 2010

Hiring of a Knowledge Management Consultant

- After deliberation, In December 2012, the OIA appointed a consultant to help harness our
Knowledge and to make the office more efficient.

« A working group was assembled to oversee the project and help the consultant put
together a review paper.
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Findings from the KM Review

Staff survey

What Case-handlers wanted:
- a reduced risk of inconsistency in decisions,
- greater efficiency in handling cases and,
- more responsibility with less need for management input in making decisions

=——=Current —— Aspiration

Status of the current OIA KM

« No knowledge management strategy

- There was no clear ownership or responsibility

« Poor knowledge sharing between teams

- Guidance material was patchy, inconsistent and
not kept up-to-date

« Not easy to find information, including related
cases, issues and precedents.

« But a young and fast growing organisation!
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Knowledge Roles

Knowledge Management Review

Aims and deliverables

- To make better use of the knowledge and experience available within the OIA and externally

- To create a knowledge sharing environment by encouraging behaviors and culture

- To ensure that information is reliable, up-to-date, user friendly and easily accessible, avoiding duplication
of effort and information

- To enable the identification and availability of subject matter experts

- To ensure that knowledge can be stored, accessed and analysed

- Good information resources for all staff, supporting them in making consistent quality decisions and
making efficient use of their time

- Good information resources to assist research and external stakeholder engagement

- Knowledge sharing culture and mechanisms

- Better succession planning and knowledge retention

- Improved staff morale and confidence
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Start of Phase 1 - Build and knowledge gathering

Technology

- Choosing the correct system was important - Engagement H '

- Finding documents/guidance is an essential. > SharePomt
- Presentation and organisation of this information is key.

- Naming the new intranet given to gather interest. '‘Oasis' was born.
- Company found to build Intranet.

Ownership of 'Oasis’

Recruited internally for Knowledge Management Coordinator
- Compile current guidance already developed
» Assign all case-handling staff with a subject
+ Assist complaint subject owners with the development and maintenance of guidance
« Develop guidance for the office to give everybody responsibility for knowledge sharing
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Phase 1 - Production of Guidance notes

Complaint Subject

- What guidance needed to be produced et L
Accommodation

- Consultation with staff on what information they need to help them issue decisions Accredited & Professionally Regulated Courses

- How the guidance would be laid out zuuyb.:l & Harassment

- Giving case-handlers responsibility to develop guidance Disclplinary matters (acadenic)

Disciplinary matters (non-academic)

- Co-ordinators responsibility to keep subject(s) up-to-date, relevant and useful

Discrimination (non-disability)

- Office aware to notify co-ordinators of any changes or useful information

Fitness to Practise
International students

- Co-ordinators would then submit the guidance to management to approve content

Procedural faimess issues

- Once approved, this would then be linked to Oasis. s s e dearee

OIA h External Intenal Case examples
s approac resources resources P

Service failure | Prospectus

Student funding

Validated courses
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Complaint Subject

Academic Appeal & Extenuating Circumstances

Accommodation

Accredited & Professionally Regulated Courses

Bullying & Harassment




Phase 1 - Release of Oasis

- Oasis available to all staff
- Guidance notes all written, approved and available to use with cases
- All Universities pages created with regulations loaded and area to comment on issues

- OIA Community so staff an have discussions on topics or issues and get other perspectives

- Basic training on how to use Oasis given to all staff
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Phase 1 - Release of Oasis

- Oasis available to all staff
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Phase 2 - Filling in the gaps

What next

- Further guidance production from other issues

- Process guidance (The lifecycle of a case)

- Developing internal professional practice/casework policy framework and guidance
« Capturing and sharing

- Developing process to prevent/minimise loss of knowledge when staff leave

- Ensuring that Oasis is FOI compliant
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