How Consulting Firms Manage Their Knowledge 
                  COMPETITIVE STRATEGY

   CODIFICATION                       PERSONALIZATION

Provide high-quality,           Provide creative, analytically

reliable, and fast              rigorous advice on high-level

information-systems             strategic problems by channeling

implementation by               individual expertise.

reusing codified knowledge.

                      ECONOMIC MODEL

   REUSE ECONOMICS                    EXPERT ECONOMICS

Invest once in a knowledge        Charge high fees for highly

asset; reuse it many times.       customized solutions to

                                  unique problems.

Use large teams with a high       Use small teams with a low

ratio of associates to            ratio of associates to

partners.                         partners.

Focus on generating large         Focus on maintaining high

overall revenues.                 profit margins.

                  KNOWLEDGE MANAGEMENT STRATEGY

    PEOPLE-TO-DOCUMENTS                PERSON-TO-PERSON

Develop an electronic document    Develop networks for linking

system that codifies, stores,     people so that tacit knowledge

disseminates, and allows reuse    can be shared.

of knowledge.

                      INFORMATION TECHNOLOGY

    PEOPLE-TO-DOCUMENTS                PERSON-TO-PERSON

Invest heavily in IT; the goal    Invest moderately in IT; the

is to connect people with         goal is to facilitate conver

reusable codified knowledge.      sations and the exchange of

                                  tacit knowledge.

                          HUMAN RESOURCES

    PEOPLE-TO-DOCUMENTS                 PERSON-TO-PERSON

Hire new college graduates         Hire M.B.A.s who like problem

who are well suited to the         solving and can tolerate

reuse of knowledge and the         ambiguity.

implementation of solutions.

Train people in groups and         Train people through one-on

through computer-based             one mentoring.

distance learning.

Reward people for using and        Reward people for directly

contributing to document           sharing knowledge with others.

databases.

                           EXAMPLES

     PEOPLE-TO-DOCUMENTS               PERSON-TO-PERSON

     Anderson Consulting              McKinsey & Company

       Ernst & Young                    Bain & Company

To discuss knowledge management strategies, join the authors in the HBR Forum at http://www.hbr.org.library.gcu.edu:2048/forum.

