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Introduction

This assignment first discusses the knowledge capture domain. Two areas of the process are explained. First the elicitation method and the representation method. The elicitation method is based on the PreSERVe method to do interview and elicit knowledge from an expert. The representation method is based on the concept mapping method.

In the assignment an expert in the promotion process of Shoprite/Checkers has been interview. The PreSERVe method has been followed to elicit knowledge from the expert. This knowledge was captured on concept maps.

More detail is given in the assignment about the interviews and the background of the expert. There is a brief explanation of the concept maps and the organization. The knowledge and insight as displayed in the maps are discussed. 

The assignment is concluded by an evaluation of the assignment and recommendation for future action.
The Knowledge capture domain
It is of high importance in knowledge management to implement methods to share the knowledge of experts within an organization. To share knowledge it is necessary to have an effective elicitation method and a useful representation scheme (Coffey, Hoffman, Canas, Kenneth, 2005:1). The method prescribed and explained by knowledge capturing papers is the PreSERVe method of knowledge elicitation as it is used with a knowledge representation scheme based upon concept maps. Understanding the knowledge capture domain starts with the understanding of the PreSERVe method as the foundation for knowledge capturing.
The knowledge that resides in an expert’s memory is not often distributed by external resources as books, manual, technical reports, etc. The purpose of the PReSERVe method is to mine this expert knowledge and represent it in a useful representation format. 
Work done by the Institute for Human and Machine Cognition (IHMC) led to the development of a format for knowledge capturing based on concept maps (Coffey, Hoffman, Canas, Kenneth, 2005:1). According to Coffey et al (2005) “The representation scheme described here is different from other less formal ones such as mind maps, knowledge maps, and the like, in that it conveys rich semantic content and also provides an organizing factor for other resources and media that are added to the knowledge model”. The concept mapping method is therefore designed to provide the necessary flexibility to capture the knowledge of an expert.

The PreSERVe method
The PreSERVe method is an iterative method of eliciting an expert’s knowledge. The name is an acronym for “Prepare”, “Scope”, “Elicit”, “Render” and “Verify”. Figure 1 is a graphical presentation of the PreSERVe method.
Preparation: Identify the expert of experts, selection of the knowledge domain to explore, study of the domain by the knowledge engineer(s).

Scope: To establish and re-asses the scope of the endeavor.

Elicitation: The interview with the expert and the extraction of knowledge, the creation of knowledge maps and resources.

Rendering: The creation and editing of elements to be included in the model and the creation of the knowledge model.

Verification: Checks that the factual information is correct, that the model work correctly.
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Figure 1. The PreSERVe method of knowledge modeling.




Source: Coffey, Hoffman, Canas, Kenneth, 2005:2

Concept Maps
Concept mapping is a representation method with the purpose to represent knowledge in a more useful and useable way. Concept maps provide an explicit, concise representation of what the expert knows about a knowledge domain (Coffey, Hoffman, Canas, Kenneth, 2005:3). The structure of Knowledge models is semi-hierarchical with subsuming concept map at the top and more detail maps at the lower levels.
The scope of the knowledge capture.
This assignment knowledge capture was done on the need to the retail company Shoprite/Checkers. The IT Visionary identified the Promotion process as an area which needed more investigation and the need to capture the knowledge of the persons involved. The promotion process is the path to be followed when Shoprite/Checkers place certain items in their stores as “specials”. The expert was identified by the IT Visionary. The scope of the exercise was to gain more understanding of the promotion process and the difficulties Shoprite’s IT department encounters in developing systems for the Marketing department. By understanding the promotion process and the thinking and the attitudes of the role players, systems with better functionality can be presented and “sold” to them.
Interview sessions.
The expert that the IT Visionary identified is a project manager in the Marketing Department who works closely with IT in the development of IT systems. 

To understand the Promotion process and prepare for the interviews with the expert, a first interview was scheduled with an IT person who is involved in the Marketing project. A concept map was created from this interview and verified by the interviewed person.  The expert was contacted to arrange for interview sessions. The expert was in agreement to importance of capturing his knowledge and the first meeting was arranged. Due to time constrains only a total of 3 meetings were conducted with the expert. 

These sessions with the expert were held on the following days:

Session 1: Friday, 9 Sep 2005, 8:00 – 9:00: Expert’s Office Shoprite/Checkers Head office.

Session 2: Friday, 16 Sep 2005, 8:00 – 9:00: Expert’s Office Shoprite/Checkers Head office.

Session 3: Friday, 23 Sep 2005, 8:00 – 9:00: Expert’s Office Shoprite/Checkers Head office.

The Expert
As already mentioned the expert is a project manager in the Marketing department. His knowledge is not technical, but rather the understanding of how the promotion process works and the attitudes of the role players. 
The person is Johan Lochner. An MBA graduate from USB with a pre-graduate degree in engineering. He started with Shoprite/Checkers after the completion of his MBA degree in a marketing position 5 years prior to the interviews. This was his first marketing position. By moving from a “structural science” domain to a “creative science” domain, it was possible to look at the promotion process with a different paradigm. By slowly implementing more structure in the process to ensure more accurate and on time delivery, he built up a very broad knowledge base on the promotion process and the attitudes of the role players.

The Concept Maps

Concept maps were drawn from each session and verified by the expert. In the first draft all the information was captured in one concept map. Afterwards the different areas were identified and each divided into a concept map.
The organization of the concept maps starts with an index map called “a-PROMOTION”. This map only portrays the three different main aspects of the knowledge area namely Marketing Department, Division and Buyer. To each of these main areas more detailed maps are linked as resources. 
The Marketing department’s detailed map is called “b1-Marketing Department”. This map is split into two legs called “Promotion Process” and “Promotion Theme Calendar”. Resource maps linked to this map are “c2-Promotion Job”, “c1-KSF”, “b2-Division” and “b3-Buyer”. Insight form the expert captured in this map is his awareness that the promotion process should be linked to the business key success factors (KSF). This can be seen in his statement that the promotion theme calendar should be linked to the KSF which again will influence the item selection for the promotion by the buyers.
The detailed map for the Division is the “b2-Division” map. This map is split into three main areas called “Stores”, “Media Calendar” and “Promotion Job”. The resource maps linked are the “b3-Buyer” and the “c2-Promotion Job” maps. The knowledge gained from this map is the linked between the “Stores” hierarchy and the “Media Calendar” hierarchy. These two meet at the point of advertisement. The moment the advertisement appears in the media the actions at the stores need to be synchronized with the “Media Calendar” actions. The fact that there are no links higher up in the hierarchies, indicates a higher risk situation in that it will not be synchronized.
The “Buyer” area detail map is the “b3-Buyer” map. This map is split into three hierarchies namely “Items”, “Promotion Process” and “Sales Promotion Advise”. The resource maps linked to this map are “c2-Promotion Job”, “c3-Promotion Advise” and “c3-Buying Process”. The knowledge of the expert displayed in this map is the attitude and thinking of the buyers. There purpose is to get a low price from the suppliers for the promotion through the process of negotiations. To them this is an art and any process will limit them in their endeavor.
The remainder of the maps are only supportive to these three main maps and/or supportive to each other.

Evaluation of knowledge capture
The knowledge capture exercise endeavored in this assignment was not successful. The objectives were to gain an understanding of the promotion process and the attitude of the role-players. This was not achieved. 

The information that the concept maps display is in the first place very general. The knowledge of the expert is not fully captured in these maps. 

In the second place the information / knowledge captured from the expert is very broad. The maps explain areas that are not always applicable to the promotion process. This can be due to the expert’s broad understanding of the process and the environment. 

The maps do display some knowledge about the export and the promotion process. In places the expert’s insight becomes more visible, for example the attitude of the buyers about a promotion process. Another insight is the fact that key success factors (KSF) do not play a large enough role. Further knowledge is the need identified in on the Division map for synchronized action and the buyers’ attitude and thinking about processes. The negative view of the buyer about the process will likely end up in unsynchronized actions e.g. causing items to be advertised for a price, but not presented in the stores for the same price. According to the expert this is a reality.

It can be concluded that this exercise needs further attention to achieve the objectives. Due to the limited number of interviews, the necessary depth on the topic could not be achieved. The current concept maps forms a good foundation for further interviews with the expert and it is therefore recommended to proceed with the interviews. 

Sources
Coffey, W.J., Hoffman, R.R., Canas, A.J., Kenneth, M.F., 2005, “A concept map-based knowledge modeling approach to expert knowledge sharing”, University of West Florida Pensacola, Fl 32514, USA
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