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Abstract Abstract 
A key challenge facing organisations is how to effectively connect employees who seek knowledge with 
those who have the necessary knowledge. From case studies conducted in three separate knowledge 
intensive organisations, briefly introduced in this paper, we found that locating and measuring expertise 
were major challenges with no current satisfactory solutions. We offer a method to map intellectual 
capital within organisations distinct from previous expertise location methods in several significant ways. 
First, it includes the measurement of knowledge value within the context of the organisation's strategy 
and activities. Second, it addresses concerns with existing methods such as subjectivity associated with 
self-reporting, currency, and validation by incorporating several innovative techniques such as 360 degree 
peer review, data mining, and feedback loops. Thirdly the mapping approach incorporates all types of 
knowledge including tacit and explicit knowledge. 
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Abstract 
A key challenge facing organisations is how to effectively connect employees who seek knowledge with those who 
have the necessary knowledge. From case studies conducted in three separate knowledge intensive 
organisations, briefly introduced in this paper, we found that locating and measuring expertise were major 
challenges with no current satisfactory solutions. We offer a method to map intellectual capital within 
organisations distinct from previous expertise location methods in several significant ways. First, it includes the 
measurement of knowledge value within the context of the organisation's strategy and activities. Second, it 
addresses concerns with existing methods such as subjectivity associated with self-reporting, currency, and 
validation by incorporating several innovative techniques such as 360 degree peer review, data mining, and 
feedback loops. Thirdly the mapping approach incorporates all types of knowledge including tacit and explicit 
knowledge. 
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INTRODUCTION AND BACKGROUND 
An organisation’s most valuable resources are its people and the knowledge they hold. A key challenge facing 
organisations is how to effectively connect employees who seek knowledge with those who have the necessary 
knowledge. Increasingly, strategic human resource management (SHRM) researchers are examining knowledge 
management (KM) tools and techniques (e.g. Snell, 1999; Youndt et al, 2004) for ways to increase strategic 
capability (Lengnick-Hall and Lengnick-Hall, 2003). KM creates value through sharing essential knowledge 
within the organisation; this is embodied through the concept of connectivity, which ensures knowledge seekers 
find knowledge providers (Kluge et al., 2001).  

Despite the existence of various KM tools and recognition of the value of managing human resources, during 
2004-2006 we conducted three separate case studies which confirmed the need to manage and measure expertise 
and revealed shortcomings in existing techniques. The approach offered in this paper extends the work begun in 
those case studies and is our response to the outstanding issues identified. The first study was conducted with 
the Royal Australian Navy in 2004 and produced theoretical frameworks and methods for measuring the value 
of knowledge resources (Massingham, 2005). The second study involved interviews with 17 personnel in late 
2006 within a Defence R & D organisation that is expertise intensive. This research revealed that people and 
projects, and to a lesser extent, tools and groups, play central roles in identifying who is an expert. The structure 
of the organisation also played a major role in being able to find and access an expert. The third study was 
conducted in late 2007 within one of our institutions; being another expertise intensive organisation and 
identified several search requirements including specific issues relating to levels of knowledge. From these 
studies, issues relating to access to experts, incentives for providing the needed information, expertise currency, 
trust and validation were raised. Our main findings from each of these studies are briefly outlined next. 

Case study 1 

The Pilot Study formed the basis of a current Australian Research Council Linkage Project. Based on a series of 
lengthy questionnaires with 40 civilian employees within the RAN’s NAVSYS Branch, the study developed a 
range of ideas which are extended in the method outlined in this paper. First, it developed a taxonomy of tacit 
knowledge which highlights the most valuable tacit knowledge in any organisation. This begins with human 
capital. The constructs of tacit social capital (organisational memory), tacit structural capital (learning 
organisation contribution), and tacit relational capital (knowledge tied to the individual rather than the position) 
are then introduced. Second, an index for identifying the most valuable employees is introduced, based on a 
novel combination of extant measurement constructs, which represents a set of objective observable criteria, 
particularly when validated by 360 degree peer review. 
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