TaBLE OF CONTENTS

ACKNOWLEDGMENTS, XV

INTRODUCTION, XIX

Part I: Setting the Context for
Communities of Practice 1

CHAPTER 1—INCREASING CAPABILITIES IN THE
KNowLEDGE-DRIVEN ORGANIZATION 3

Creating Value: Assets in the Knowledge Era, 3
Managing Intangible Assets—The Knowledge Capital Model, 9
New Strategies: Communities of Practice, 12

The Knowledge Capital Initiative: Clarica’s Knowledge
Management Strategy, 13

Clarica’s Knowledge Strategy, 14
Goals of The Knowledge Capital Initiative, 19

The Strategic Capabilities Unit: Clarica’s Organizational Structure in
Support of Knowledge Strategies, 21

X



X TaBLe oF CONTENTS

Conclusion, 24
Knowledge Capital in Your Organization—Will It Play in Peoria?, 24

References, 26

CHAPTER 2—COMMUNITIES OF PRACTICE:
HicH-TrusT VESSELS FOR INCREASING CAPABILITIES 27

Knowledge Management Overview, 27

Defining Communities of Practice, 32

Characteristics of Communities of Practice, 34

Communities of Practice Situated in a Strategic Context, 40
Community Life Cycles, 47

Benefits of Communities of Practice, 49

Conclusion, 50

Communities at Work in Your Organization—Will It Play in Peoria?, 51

References, 52

CHAPTER 3—S1TUuAaTING COMMUNITIES OF PRACTICE
IN A STRATEGIC CONTEXT 55

The New Strategic Context, 55
The Relationship of Communities of Practice to Strategy, 59

Communities of Practice as a Vehicle for Creating
Competitive Advantage, 61

Communities of Practice in the Context of an Enterprise-Wide
Knowledge and Learning Strategy, 63

The Business Case for Communities of Practice, 68

The Strategic Nature of Communities at Clarica, 70
Conclusion, 74

Communities as a Strategic Lever—Will It Play in Peoria?, 74
References, 75

Further Reading, 75



TaBLe oF CONTENTS X1

CHAPTER 4—A BLUEPRINT FOR BUILDING
COMMUNITIES OF PRACTICE 77

Creating the Community Environment, 77

The Architecture of a Community of Practice, 78

Components of Communities in a Strategic Context, 91
Precursors for Building Effective Communities of Practice, 105
Community Success Criteria, 111

Community Evolution, 114

Conclusion, 114

Creating the Foundation—Will It Play in Peoria?, 116

References, 117

Part II: Building Communities of Practice
in a Strategic Context 119

CHAPTER 5—COMMUNITY DEVELOPMENT
Process MopeL OVERVIEW 121

A Bit about Clarica, 121
Characteristics of a Knowledge-Sharing Organization, 123

The Agent Network—Developing a Community with a
Strategic Purpose, 128

Three Strikes and You're Out: Learning and Knowing, 130

A Process Model for Developing Communities within a
Strategic Context, 136

The Five C’s, 140
Conclusion, 141
Strategy and Process—Will It Play in Peoria?, 141

References, 142



Xll TaBLe oF CONTENTS

CHAPTER 6—PHasE I: CommuniTy DEsIGN AND LAuNcH 143

Overview, 143

Step 1—Define the Community Project, 145
Step 2—Establish Community Components, 153
Step 3—Launch the Community, 165
Conclusion, 170

Design and Launch—Will It Play in Peoria?, 171

References, 172

CHaAPTER 7—PHasE II: CoMmMUNITY IMPLEMENTATION
AND GROWTH 173

Overview, 173

The Community Members, 174

Community Implementation and Growth, 175

Step 4—Establish the Community, 176

Step 5—Checkpoint: Assess Community Progress and Value, 183
Step 6—Grow the Community, 188

Step 7—Evaluate Purpose and Direction, 196

Step 8—Expand the Community, 199

Conclusion, 204

Community Building—Will It Play in Peoria?, 207

CHAPTER 8—FEsTABLISHING COMMUNITY VALUE:
MEASUREMENT AND REFLECTION 209

Assessing Value, 209

Communities of Practice: Measuring the Value Proposition, 210
Clarica’s Measurement Approach, 213
Recommendations—Next-Step Suggestions, 224

Conclusion, 225

Measuring Value—Will It Play in Peoria?, 226

References, 226



TaBLe oF CONTENTS

Part III: Creating Communities:

A Course of Action

CHAPTER 9—CoMMUNITY DESIGN AND LAUNCH:
ILLUSTRATION OF ACTIVITIES

Process Model to Practice, 231

Step 1—Define Community Project, 232

Step 2—Develop Community Components, 249
Step 3—Launch Community, 267

References, 271

CHaAPTER 10—CoMMUNITY IMPLEMENTATION
AND GROWTH: ILLUSTRATION OF ACTIVITIES

Process Model to Practice, 273

Step 4—Establish the Community, 274

Step 5—Checkpoint: Progress and Value, 280
Step 6—Grow the Community Value, 282
Step 7—Evaluate Purpose and Direction, 293
Step 8—Expand the Community, 300

References, 311

CHAPTER 11—CoMMUNITIES AS CATALYSTS FOR (CHANGE

Communities at Work, 313

Communities of Practice Intertwine with the Organization’s
Accountability Spine, 317

Communities of Practice as Catalysts for Change, 319
Community Maturity Model, 323

Challenges to Communities as Change Agents, 326
Communities—The New Frontier?, 328

Conclusion, 330

Communities as Agents of Change—Will It Play in Peoria?, 331

xiii



XiV TaBLe oF CONTENTS

ApPPENDIX—COMMUNITY DEVELOPMENT:
Quick-StarT Toorkir, 333

INDEX, 355

ABouUT THE AUTHORS, 371



