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How do I get information out of my head and into yours? 
Transferring Institutional Knowledge



Isn’t all knowledge institutional? 
• There are two types of knowledge in organizations: 
formal (explicit) and informal (tacit)
• Formal knowledge is explicit knowledge
• Explicit knowledge is kept in databases and procedures
• Explicit knowledge can be easy to transfer and share 
because it is well defined and accessible to everyone

• Transfer of explicit knowledge is only part of the story



What and where is my informal 
knowledge ?
• Informal knowledge is tacit knowledge
• Use of tacit knowledge allows you to make your job seem 
effortless
• Tacit knowledge is not easily put in a procedure or database 
structure for knowledge transfer
• Tacit knowledge is shared through informal networks

• Tacit knowledge answers who and why. So what do we 
do??? 



How does your organization handle 
who and why questions?
• Who do you call when a system is down- that’s easy.
• Who do you call when you need to know what a system 
can or can’t do- that can be more difficult
• Why do we use this system and not that one- even 
tougher to answer
• Why can’t we order facial tissues- the toughest question 
of all
• The answers to many who and why questions are in the 
brains of your coworkers



Wes, why do we need to get the 
knowledge out of our heads?
• Today’s workforce is highly mobile
• We work in higher education- our skill sets may bring 
more in the corporate world
• We work in higher education people move between 
campus and system office all the time
• Every person that leaves your department takes a piece 
of it with them- department processes, practices, 
history, and culture



Ok Wes, how do we start the 
knowledge download?
• The classic way to transfer tacit or informal institutional 
knowledge, is through a mentoring program.
• Mentor programs can be department sponsored formal 
programs- Every new employee has a mentor
• Mentor programs can flow organically from a 
relationship built with a new employee during training



A good mentor will be..

• A communicator 
• Knowledgeable about all department procedures and 
processes
• Understand the power of networks to get things done
• Happy to share the knowledge
• Able to offer objective advice and guidance
• Have the time to meet one to one



AITS Service Desk or how do I 
mentor in a 24/7/365 environment
• We provide help desk support for all University System 
Office processes and programs
• We provide after hours support for Urbana campus Tech 
Services and libraries
• We provide Banner production scheduling services on 
nights and weekends
• That is a lot of processes and procedures to retain, 
remember, and apply to the correct situation





Our solution- Tips and Tricks
• Short to medium length videos- focused on one topic
• That topic may cover many procedures
• We encourage everyone to participate and make or 
suggest videos
• We usually produce one per month
• We have them archived on a private channel at 
• Media Space Illinois- https://mediaspace.illinois.edu/
• We use Kaltura Capture to record and edit

https://mediaspace.illinois.edu/




Comments or Questions?



Thank You Everyone 
for your time!


