
Knowledge Management & Communities

Executive Summary

Knowledge is one of the most valuable assets for non-governmental organizations (NGOs), driving smarter
programs,  avoiding  mistakes,  and  increasing  impact .  Knowledge management  (KM) refers  to  the
systematic processes and tools that help NGOs create, capture, share, and apply knowledge to advance
their missions . Meanwhile, cultivating communities – especially communities of practice – enables staff
and stakeholders to learn from each other by sharing experiences, tips, and innovations in a trusted group

. Together, effective KM and vibrant knowledge-sharing communities can improve an NGO’s agility and
effectiveness.  Studies  show  that  organizations  with  strong  KM  see  substantial  benefits;  for  example,
leveraging collaborative knowledge-sharing tools can raise knowledge worker productivity by an estimated
20–25% . Nonprofits are increasingly recognizing that KM helps donor dollars go further by boosting
efficiency, transparency, and staff collaboration . Conversely, poor KM leads to “reinventing the wheel,”
loss of critical know-how when staff leave, and repeated mistakes that undermine goals .

This research guide provides a practical roadmap for NGOs to implement Knowledge Management and
build supportive Communities. It synthesizes evidence and examples from across the sector, highlighting
key success factors and common pitfalls. In summary: 

Why KM & Communities Matter: Proactively managing knowledge – and fostering a culture of
knowledge sharing – enables NGOs to learn and adapt. It improves program outcomes, preserves
institutional memory, and drives innovation . Communities of practice connect people with
common challenges, sparking peer learning and joint problem-solving across silos. 
Key Findings: Effective KM requires not just technology but also leadership buy-in, staff
engagement, and alignment with organizational strategy. Top barriers to KM success are often
people-related – lack of awareness, time, or a sharing culture . Successful NGOs address these by
building supportive leadership and incentives and integrating KM into everyday work. 
How to Implement: NGOs should start with a clear KM strategy and simple wins (like documenting
lessons after projects), then scale up. A step-by-step framework in this guide outlines how to assess
knowledge needs, design KM processes, choose appropriate tools, launch communities of practice,
and monitor progress. Templates for after-action reviews and knowledge capture are provided. Two
case vignettes – one large international NGO and one local NGO – illustrate real-world KM initiatives
and their results. 
Risks & Mitigations: Common risks (e.g. knowledge hoarding, low participation, outdated
knowledge) are discussed with practical mitigations. For instance, to counter a poor knowledge-
sharing culture, NGOs can institute leadership modeling and “safe space” peer exchanges . To
avoid tool overload, they can select user-friendly platforms suited to field realities (e.g. email-based
communities where internet is limited ). 
Measuring Success: The guide provides metrics and KPIs such as participation rates in knowledge
activities, number of lessons learned captured, and staff perception of knowledge access. Tracking
these helps demonstrate value to stakeholders and continuously improve the KM approach. 
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In  short,  knowledge  management  and  communities  are  about  turning  individual  know-how  into
collective wisdom and action. By embedding KM practices and nurturing communities of practice, NGOs
can become learning organizations that adapt quickly and amplify their impact . This guide will help
you implement KM step by step, with practical tools, examples, and checklists to ensure your organization’s
knowledge is managed as a strategic asset. 

Evidence Table (Key Finding | Strength | NGO Implications)

Key Finding
Strength of
Evidence

Implications for NGOs

Proactive knowledge
management improves
efficiency and impact.

Moderate (case
studies, surveys)

KM helps staff work smarter and avoid reinventing
the wheel, yielding better program outcomes and
more value for donor funds . NGOs should
invest in KM to deepen their impact.

Communities of practice
(CoPs) enhance
knowledge sharing and
innovation.

Moderate
(multiple case
examples,
practitioner
consensus)

CoPs connect people across locations to exchange
best practices and solve problems jointly .
NGOs can foster CoPs to spur learning and
innovative solutions, though benefits often accrue
gradually rather than via quick wins .

Top barriers to KM
adoption are cultural
and behavioral (not just
technical).

High (cross-
industry surveys –
APQC)

Lack of awareness, time, and a supportive culture
are the biggest impediments to KM . NGOs must
address the “people side” by building a learning
culture, incentivizing participation, and integrating
KM into workflows.

Leadership support
greatly increases KM
success.

High (widespread
agreement, sector
surveys)

Senior leaders who champion KM set the tone and
allocate resources. Without leadership buy-in, staff
engagement in KM lags . NGOs should secure
executive sponsorship and incorporate KM into
strategic plans.

Systematic processes to
capture and share
knowledge prevent loss
when staff leave.

High (established
best practice)

Documenting tacit knowledge through after-action
reviews, exit interviews, and knowledge repositories
preserves institutional memory . NGOs
should mandate such processes to retain know-how
and train new staff faster.

Technology must be
user-friendly and
context-appropriate.

Moderate (case
evidence, expert
opinion)

Complex tools can hinder KM if staff don’t use them.
E.g., one NGO used an email-based platform to
accommodate low-bandwidth environments .
NGOs should choose simple, accessible KM
platforms and provide training, rather than
expecting technology alone to solve KM.
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Key Finding
Strength of
Evidence

Implications for NGOs

KM and learning culture
improve staff morale
and collaboration.

Moderate
(anecdotal, staff
feedback)

When organizations actively support knowledge
sharing, employees feel more connected and
empowered to learn from peers . NGOs can boost
retention and teamwork by recognizing and
rewarding knowledge contributions.

Formal evidence of
CoPs’ impact on
outcomes is still limited.

Emerging (scoping
review in health
sector)

A 2023 review noted a “paucity of evidence” for CoP
effectiveness in translating research to practice .
NGOs should manage expectations: use
communities as a platform for learning, but also
gather data on how they influence results, to build
the evidence base.

Aligning KM efforts with
organizational goals is
critical.

High (best
practice, multiple
sources)

KM initiatives succeed when focused on solving real
organizational challenges . NGOs should tie
KM activities (like creating a best-practice library or
CoP) to strategic needs (e.g. improving program
quality or scaling innovations).

KM requires continuous
improvement and
adaptation.

High (best
practice, expert
consensus)

The KM cycle (create → capture → share/apply →
evaluate) should be iterative . NGOs should
regularly measure KM effectiveness (usage, quality,
gaps) and refine their approaches (update content,
refresh community topics, etc.) for sustained
success.

Step-by-Step Framework

Implementing knowledge management and communities in an NGO involves a structured but iterative
approach. Below is a step-by-step framework to guide you:

Step 1: Assess Knowledge Needs and Gaps. Begin with a  knowledge audit.  Identify what knowledge is
critical to your NGO’s mission and where it resides. Survey staff and stakeholders about pain points: What
information do they struggle to find? Where have mistakes or delays occurred due to missing knowledge?
Also review past project reports, evaluations, and strategic plans for lessons that may not be captured. The
goal is to map out existing knowledge assets (documents, expertise of key people, databases) and gaps.
Example: A health NGO might find that lessons from field pilot projects are documented in individual reports
but not shared across country teams, indicating a gap in cross-location learning.

Step 2: Develop a Knowledge Management Strategy. With needs clarified, create a clear strategy that
aligns with the organization’s objectives. Define  purpose – what do you want KM to achieve (e.g. faster
onboarding, improved program quality, innovation spread)? Identify people – who will be involved (target
users, a core KM team or “knowledge champions,” IT support)? And plan the practice – how knowledge will
be captured,  stored,  and shared .  This  strategy should cover both processes and culture:  decide on
routines for knowledge capture (e.g. after-action reviews after projects, monthly peer learning sessions) and
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platforms  (e.g.  a  document  repository,  collaboration  tool).  Also  address  governance:  assign  roles  and
responsibilities for KM (such as a KM focal point or working group). Ensure leadership has input and buy-in
to the strategy. Tip: Keep the strategy practical and user-centered – focus on a few priority knowledge areas
rather than trying to cover everything at once.

Step 3: Secure Leadership Buy-In and Resources. Present the KM strategy to senior management and get
their  endorsement.  Emphasize  how  KM  addresses  organizational  challenges  or  goals  (for  instance,
“reducing project design time by using past lessons” or “improving quality by not repeating mistakes”) .
Secure necessary resources: budget for any tools or training, and management support for staff time spent
on KM activities. Identify a high-level “sponsor” or champion on the leadership team who will communicate
the importance of KM across the organization. Leadership support is crucial to signal that KM is a priority
and not just an extra task . If possible, embed KM responsibilities into job descriptions or performance
objectives to formalize the commitment.

Step 4: Start Small with Pilot Activities. It’s usually wise to pilot KM initiatives on a small scale, learn, and
then expand. Choose one or two focus areas or departments to roll out initial KM processes. For example,
pilot an after-action review process in one program team or launch a small community of practice among a
few interested staff (a “minimum viable community” approach) . Provide guidance and simple templates
for these pilots (see Tools/Templates section). Gather feedback from participants: Did the after-action review
yield useful lessons? Are people finding and using the knowledge captured? Use this feedback to refine the
process. Early quick wins will help demonstrate value and build momentum. Example: An NGO might pilot a
weekly 15-minute knowledge sharing huddle in the IT department to test the concept before rolling it out
organization-wide.

Step 5: Implement Knowledge Capture and Sharing Processes. Expand KM practices organization-wide,
based on pilot learnings. Key processes include: Capturing knowledge – e.g. requiring a “lessons learned”
section  in  project  reports,  conducting  exit  interviews  with  departing  staff  to  capture  their  insights,
documenting standard operating procedures. Storing and organizing knowledge – set up a repository or
knowledge base with a logical taxonomy so staff can easily find information. Even a simple folder structure
on a shared drive or a wiki can work, as long as it’s well-organized. Sharing knowledge – establish regular
forums  for  exchange:  brown-bag  learning  sessions,  internal  webinars,  peer  assists  (where  one  team
consults others for advice on a challenge), or “knowledge café” discussions . Leverage both push and
pull methods: push out periodic newsletters or updates highlighting new knowledge resources, and enable
pull by making the knowledge base searchable and accessible. Encourage use of collaboration tools (like
Teams/Slack or email lists) to ask questions and share tips. At this stage, it’s vital to  integrate KM into
existing workflows – for example, make it standard that every project kickoff includes reviewing relevant
lessons from past projects, and every project close-out includes an after-action review. Embedding these
steps helps make KM a routine part of work rather than an add-on .

Step 6: Cultivate Communities of Practice. As formal KM processes take root, foster informal networks
and  communities  that  will  sustain  knowledge  sharing.  Identify  areas  where  staff  would  benefit  from
ongoing peer  learning –  these might  be functional  (e.g.  Monitoring & Evaluation staff across  different
programs) or thematic (e.g. a community on advocacy tactics). Help convene these groups as communities of
practice (CoPs), either in-person or online. Start with clarifying the community’s domain (the common topic/
purpose), its community (who should be involved), and the practice (the activities through which members
will interact) . Support the community with a facilitator or “community manager” – possibly a staff
member who volunteers or is assigned a few hours per week to organize meetings and prompt discussions.
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Provide  the  community  with  space  and  tools  (e.g.  an  email  list,  WhatsApp  group,  or  section  on  your
intranet)  and  recognize  participation.  Initially,  communities  may  need  help  to  get  going  (structured
discussions or a kickoff workshop). Over time, encourage member-driven topics and peer facilitation. Keep
communities voluntary and value-focused –  people participate if  they get practical  value (new ideas,
solutions) or a sense of camaraderie. Make sure to celebrate community successes (e.g. a case where a
community member’s advice helped solve a problem). The guide’s Case Vignettes illustrate how one NGO’s
communities of practice became a backbone of its global KM. Well-run CoPs can become “safe spaces”
where practitioners freely ask for help and share candid lessons, building trust and breaking down silos.

Step 7: Monitor, Evaluate, and Adapt. Establish metrics to track KM and community activities (see Metrics/
KPIs section). Monitor both outputs (e.g. number of documents added to the knowledge base, number of
community  meetings  held,  participation  rates)  and  outcomes  (e.g.  staff  reporting  easier  access  to
information, examples of decisions improved by applying knowledge). Gather qualitative feedback too –
stories from staff about how a tip from a peer or a lesson repository saved them time or improved a project
are powerful. Use these data to evaluate what’s working and what isn’t. Perhaps the wiki is growing stale
because people find it hard to navigate – that suggests a need to improve the taxonomy or search function.
Or maybe one community of  practice has low engagement – you might reinvigorate it  by revisiting its
purpose or merging it with another group . Treat KM itself as a learning process: conduct periodic
“KM health checks” or after-action reviews on your KM program. Adapt the strategy accordingly – adding
new tools if needed, dropping activities that aren’t useful, and continuously refining the cycle of creating,
sharing, and applying knowledge . Also, update leadership on progress, using data and success stories
to maintain support. Over time, aim to deepen the culture: where sharing knowledge is the norm, and
communities and KM practices sustain themselves with less top-down intervention.

By following these steps, an NGO can gradually build a robust knowledge management system and vibrant
knowledge-sharing communities. Start simple, learn and iterate – over time, you will see the organization
become more  knowledge-driven,  where information flows more freely,  staff learn continuously,  and the
collective know-how truly powers greater impact.

Tools / Templates

Implementing  KM  and  communities  doesn’t  necessarily  require  expensive  technology  –  a  mix  of  well-
chosen  tools  and  simple  templates  for  knowledge  capture  can  go  a  long  way.  Below  are  key  tools,
platforms, and templates that NGOs can use:

Knowledge Management Tools

Knowledge Repositories: A central place to store and organize documents, reports, and resources.
This could be as simple as a structured folder system on a shared drive or cloud (e.g. Google Drive,
Dropbox) or a dedicated knowledge base platform (like SharePoint, Confluence, or an open-source
wiki). The repository should have a clear taxonomy (categories/tags) so that users can navigate or
search effectively. Tip: Develop a standard tagging or filing system (e.g. by country, theme, year) to
make retrieval easier. Ensure the repository is accessible to all  relevant staff (taking into account
connectivity  if  working  in  remote  areas  –  offline  access  or  low-bandwidth  options  might  be
important).  Example: The World Bank’s communities use an Intranet and SharePoint sites for their
knowledge products,  integrated with search tools .  Smaller NGOs might start  with a well-
organized Google Drive folder that all staff can access.
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Collaboration and Communication Platforms: Tools that facilitate ongoing knowledge exchange.
Common options include email listservs or groups (a low-tech solution for communities of practice
– e.g. a simple group email can allow members to ask questions and share insights), messaging apps
(WhatsApp or Slack channels for quick tips and Q&A), or more specialized community platforms (like
Dgroups,  which is used by some development communities , or forums on platforms such as
Microsoft Teams or Yammer ). Choose a platform that your staff is comfortable with. The tool
should enable threaded discussions and file sharing. For example, a humanitarian NGO might set up
a  Slack  workspace  with  channels  for  different  sectors  (health,  shelter,  etc.)  so  field  staff  can
spontaneously share advice or documents. Important: If internet access is an issue, consider offline
or asynchronous methods – e.g. periodic conference calls, SMS-based sharing, or physically mailing
USB drives of key resources.

E-Learning and Webinar Tools: To promote continuous learning, NGOs can use webinar platforms
(Zoom, Microsoft Teams, etc.) for virtual knowledge-sharing sessions or trainings. Recording these
sessions  and  archiving  them  extends  their  value.  An  e-learning  portal or  LMS  (Learning
Management System) can host tutorials and courses for staff (for instance, short modules on project
management best practices).  These tools support KM by building staff knowledge and capturing
expert  presentations.  Ensure  materials  (videos,  slide  decks)  from these  events  are  saved  in  the
repository for later reference.

After-Action Review (AAR) and Meeting Tools: Regular AARs or debriefs are a core KM practice,
and you can facilitate them with simple tools. For in-person or live AARs, use whiteboards or flip
charts  to  record  insights  (later  transcribe  to  a  template).  There  are  also  online  survey  or
brainstorming tools (Mentimeter, Google Forms, Mural) that can collect AAR input in structured ways
(e.g. asking participants “What went well?” “What can be improved?”).  Knowledge cafés or round-
table discussions can be run virtually using breakout rooms in Zoom or similar. Key point: The tool is
less important than ensuring the process happens – even a phone call debrief with notes written in
Word  is  fine,  as  long  as  someone  writes  down  the  lessons  and  stores  them  in  the  knowledge
repository.

Expertise Locator Systems: If your NGO is large or geographically dispersed, it helps to know who
knows  what.  A  simple  approach  is  maintaining  an  internal  directory  or  skills  matrix  (e.g.  a
spreadsheet listing staff and their areas of expertise, language skills, etc.). More advanced is using
your HR system or intranet profiles for this purpose – encourage staff to fill in their profiles with their
skills and experience, so colleagues can search and find subject matter experts. Some organizations
implement “Yellow Pages” of experts. This is more a process than a tool, but if using software like
SharePoint or an intranet, ensure it has a good people search function and that profiles are kept
updated. This facilitates peer knowledge exchange by connecting people directly.

Content  Curation  and  Publishing  Tools: Part  of  KM  is  turning  tacit  knowledge  into  explicit
knowledge  (documents,  guides).  Tools  like  word  processors  and  simple  desktop  publishing  or
infographic  tools  (Canva,  etc.)  can  be  used  by  staff  to  write  up  case  studies  or  how-to  guides.
Consider establishing a Knowledge Management page on your NGO’s website or internal intranet
where curated knowledge products (toolkits, success stories, research findings) are published for
wider use (this covers external KM to influence the sector, as well as internal use ). Some NGOs
use blogs to encourage staff to reflect and share insights from projects. A blog platform (WordPress
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or even an internal newsletter) can be a “lightweight” KM tool to capture narratives and lessons
learned in an engaging way.

Note: It’s easy to be overwhelmed by tools – the guiding principle is to choose a minimal set that covers
your needs, make sure everyone knows how to use them, and integrate them. Often, starting with tools
people already use is best (for example, using existing Microsoft 365 or Google Workspace apps in new
ways for KM). The goal is to reduce friction for knowledge sharing.

Templates and Techniques

Having standard templates helps staff capture knowledge consistently. Here are a few essential ones, along
with their purpose (all of which you can customize to your NGO’s context):

After-Action Review (AAR) Template: A simple one-page template with prompts to document key
learnings after an activity or project. Typical sections: What was intended? (objectives),  What actually
happened? (results),  What  went  well  and why?,  What  didn’t  go well  and why?,  What  are  the  lessons
learned? (and  recommendations  for  next  time).  By  filling  this  out  collaboratively,  teams  reflect
systematically. Use: Right after any major event, deployment, or project phase, have the team spend
30-60 minutes on an AAR discussion and record notes in the template. Ensure the completed AAR is
stored in the knowledge repository (perhaps in a “Lessons Learned” folder). Over time, these sheets
become a goldmine of do’s and don’ts. Example: The Uganda midwives NGO used AAR templates to
reflect after trainings, which helped them pinpoint improvements for future sessions .

Project Lessons Learned Log: Similar to AAR but can be an ongoing log throughout a project. A
spreadsheet or table where team members can log insights as they go. Columns might include:
Date, Lesson (short description), Context (where did this arise), and Action Recommended. This log
can be reviewed at project mid-term and end. It is less formal than a full report and encourages
quick capture of insights in real-time.

Knowledge Asset Template: For documenting a best practice or creating a how-to guide. This could
be a Word document outline that prompts the author to include: Background (problem addressed),
Description of the practice/solution, Steps to implement, Resources needed, Results/benefits (with
evidence if  available),  and Contact person for more info. When staff or a community uncovers a
successful approach (say a new community mobilization technique), use this template to write it up
so others can replicate it. Template tip: Keep it concise (2-3 pages). You might also have a slide deck
template for capturing case studies in a visual way – e.g. a set of slides for problem → solution →
results → lessons.

Community of Practice Charter or Terms of Reference: When starting a community of practice, it
can help to document its  purpose,  scope,  and norms.  A brief  template for a CoP charter might
include: the Community’s Domain (topic area and why it’s important), Goals (what it aims to achieve
or  provide  to  members),  Membership (who  should  join),  Activities (types  of  knowledge  sharing
activities: monthly calls,  forum discussions, an annual meeting, etc.),  Roles (facilitator, core group
members,  etc.),  and  Ground  Rules (e.g.  “Vegas  rule”  –  what’s  shared  in  the  community  stays
confidential if sensitive, respect and openness, no question is stupid, etc.). This acts as a reference
for the community and especially useful if you have external participants. Several organizations (e.g.
World Bank’s CoP Toolkit) provide checklists for launching a CoP covering similar points .
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Exit Interview Knowledge Capture Form: A structured interview guide for departing employees to
harvest their tacit knowledge. Include questions like: What were the key responsibilities and knowledge
areas of your role? If someone new takes over, what advice or insights would you give them? What are key
contacts or resources we should know about? What do you think the organization could do differently
based on your experience? This can be filled by HR or a manager in a conversation, and then the notes
are saved. Even better, record the interview (with permission) for rich detail. Not every exit will have
time for this,  but for long-tenured staff or critical  roles,  it’s  extremely valuable to prevent “brain
drain.”

Meeting Knowledge Checklist: A simple checklist to ensure meetings (especially cross-department
or learning meetings) result in knowledge capture. It reminds organizers to do things like: designate
a notetaker, record decisions and rationales (which is important knowledge), note action items with
owners, and at meeting end ask, “Who else can benefit from what we discussed?” and plan to share
key points. This template could just be a one-pager checklist that becomes part of meeting planning
for  learning-focused  events.  By  following  it,  even  regular  meetings  contribute  to  KM  (through
documented notes circulated to others or saved for future reference).

Story  Collection  Template: Sometimes  knowledge  is  shared  best  through  stories.  Provide  a
template  or  guide  for  collecting  success  stories  or  failure  stories  from  the  field.  Prompts  like:
Describe  a  challenge  you  faced,  how  you  addressed  it,  what  happened,  and  the  key  lesson.
Encourage staff to submit these stories (perhaps in an internal newsletter or at team meetings).
Over time,  this  builds a narrative knowledge base that  is  very engaging.  You can anonymize or
generalize sensitive details if needed. Stories appeal to the human side of KM and help reinforce
lessons in a memorable way .

All these templates should be tailored to your organization’s language and needs. Store blank templates in
a common location where staff can easily find them (e.g. a “KM Toolkit” folder). More importantly, provide
orientation or training on how and when to use them. For instance, train project managers that an AAR is
part of every project closure using the provided template. With repeated use, these templates will create
consistency  in  knowledge  capture  and  make  it  easier  to  compile  and  analyze  lessons  across  projects.
Remember, simplicity is key – a one-page template people actually fill is better than a 10-page form that
they won’t.

(Templates are provided as examples in text above; for actual files or more advanced templates, refer to KM toolkit
resources such as the World Bank’s CoP Toolkit  or USAID’s KM training packages, which often include sample
templates.)

Case Vignettes

To illustrate how knowledge management and communities can play out in practice, here are two real-
world vignettes from the NGO sector:

Case Vignette 1: Global Relief NGO Implements Communities of Practice

Organization: World Vision International, a large humanitarian and development NGO operating in nearly
100 countries. 
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Challenge: With  such  a  vast  global  presence,  World  Vision  found  that  staff  often  worked  in  silos.  A
successful innovation or lesson learned in one country office wasn’t easily finding its way to others. They
needed a way to connect teams across different regions to share expertise on common issues (like water
sanitation, microfinance, etc.), thereby improving overall program quality and not “reinventing the wheel” in
each location.

KM & Community Solution: World Vision established a formal knowledge management program centered
on developing  communities of practice for key technical and thematic areas . These communities –
comprising  staff  from  different  countries  who  work  on  the  same  sector  –  became  the  backbone  for
knowledge sharing. For example, field engineers and project managers working on water and sanitation
projects across Africa, Asia, and Latin America joined a WASH (Water, Sanitation, Hygiene) Community of
Practice. They interacted through monthly webinars and an online forum. The NGO also set up a content
management system (CMS) accessible through its intranet, where community members could upload and
search  for  resources:  project  models,  technical  manuals,  training  materials,  and  “lessons  learned”
documents . Each CoP had volunteer facilitators who would moderate discussions and curate content
into the CMS library.

Results: The communities  of  practice broke down geographic  and organizational  barriers.  Local  teams
began networking with peers in other countries performing similar work, often discovering they faced alike
problems and could swap solutions . For instance, a livelihood project officer in Indonesia learned of a
successful microfinance approach piloted in Kenya through the Economic Development CoP, and adapted it
locally  –  saving  development  time  and  avoiding  pitfalls  the  Kenya  team  had  warned  about.  Staff  felt
empowered by access to a global peer network (“renowned professionals in their field,” as the organization
described it ). The CMS, containing hundreds of project models and toolkits, became a go-to starting
point when designing new programs – significantly reducing time spent starting from scratch. According to
internal metrics, within 2 years the average time to develop a new project proposal dropped, and program
quality  scores  (measured  by  evaluations)  improved  in  technical  sectors  where  CoPs  were  active.  An
additional outcome was improved staff retention and engagement: employees valued being part of a larger
learning community beyond their immediate office.

Lessons Learned: Key enablers for World Vision were leadership support and designated staff for KM. A
small central KM team provided training and technical support for the CoPs and CMS. They also took care to
align community topics with organizational priorities and ensured that successes from communities (like a
practice  adopted  widely)  were  recognized  by  leadership,  which  further  incentivized  participation.  They
learned that  communities  needed nurturing  –  some initial  CoPs  fizzled  out  until  they  appointed more
proactive facilitators and clarified the communities’ purposes. But once momentum built, the CoPs became
largely self-sustaining. This case demonstrates how a large NGO leveraged communities and a knowledge
base to systematize learning at scale, leading to more consistent and effective programming across the
globe .

Case Vignette 2: Local NGO Uses KM to Improve Health Services

Organization: Uganda Private Midwives Association (UPMA), a membership NGO supporting over 700 private
midwives across Uganda in delivering primary and reproductive healthcare.

Challenge: UPMA, a relatively small NGO, realized that it was not systematically capturing and sharing the
knowledge  gained  through  its  various  trainings  and  field  support  activities.  Important  lessons  –  for
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example, feedback from midwives on which training techniques worked best – remained with individual
staff or in trip reports that weren’t widely read. Consequently, opportunities to improve their programs or
standardize best practices were being missed. Additionally, UPMA faced staff turnover and needed a way to
preserve institutional knowledge as new team members came on board.

KM Solution: With support  from a global  initiative (USAID’s  MOMENTUM project),  UPMA embarked on
building its knowledge management capacity . First, a KM assessment was done to identify gaps: it
found UPMA lacked processes to “systematically capture, document, and share learning”, such as lessons from
trainings  or  internal  processes .  To  address  this,  UPMA  introduced  a  few  simple  but  powerful  KM
practices:

After every major activity (like a midwife training workshop), the team conducted an  After-Action
Review (AAR) using a standardized template.  They documented what was supposed to happen,
what actually happened, why any differences, and what could be improved next time. For instance,
after  a  week-long  clinical  training,  the  trainers  and  organizers  met  to  discuss  participant
engagement, which sessions were most effective, and any logistical challenges. They noted that one
segment on newborn care was consistently rated as too short by trainees – a lesson that they need
to allocate more time to that topic in future trainings.

The results of these AARs and other lessons were compiled into brief  knowledge briefs (1-2 page
summaries) and shared internally.  UPMA started a practice of devoting part of staff meetings to
learning – one staff member would share a story or lesson from a recent field activity.

To ensure knowledge was accessible, they set up simple knowledge repositories: an offline filing
system on their computers (since internet bandwidth was sometimes limited) for key documents,
and a WhatsApp group among the midwives for ongoing peer exchange. The WhatsApp group acted
as  a  community  of  practice  where  midwives  could  ask  questions  (e.g.  how to  handle  a  specific
complication) and get quick input from peers and UPMA experts.

Importantly,  UPMA’s  leadership  made  “Knowledge  &  Learning”  a  strategic  objective.  They
encouraged a culture where staff were open about failures and curious to learn. As one UPMA staff
member remarked,  “AARs help us to do things better... we are learning from each other and from our
partners”, highlighting that this reflective practice was becoming part of their work ethos .

Results: Over  about  a  year,  UPMA saw tangible  improvements.  Their  training programs became more
effective – for example, by implementing the lesson to extend the newborn care module, trainee test scores
in that topic improved in subsequent workshops. Field supervision visits also changed; supervisors now
carried a checklist derived from past lessons to ensure common mistakes were avoided. Staff onboarding
improved – new hires reported that reading the compiled AAR notes from previous activities helped them
get up to speed on what works and what doesn’t in the community programs. Critically, UPMA leadership
noticed a  shift  in  staff mindset:  team members were more proactive in  suggesting improvements and
openly discussing challenges, because they had a mechanism (AARs and learning meetings) to channel that
information constructively. The WhatsApp community of midwives grew active, with dozens of messages
per week ranging from clinical Q&A to sharing client education tips. Midwives in remote areas said they felt
less isolated knowing they had a network to consult at any time.
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Lessons Learned: UPMA’s case underscores that even resource-constrained NGOs can implement KM with
simple tools and strong commitment. The keys to success were making KM habits routine (every training
= do an AAR;  every  staff meeting =  discuss  a  lesson)  and leveraging existing communication channels
(WhatsApp)  that  users  were  comfortable  with.  Partnerships  were  also  important  –  UPMA  learned  KM
techniques through guidance from a larger partner (MOMENTUM project), showing the value of external
support and coaching in building KM capacity. In terms of challenges, at first some staff were hesitant,
worrying that documenting “what went wrong” might be seen negatively. But by framing AARs as a safe,
blame-free exercise to learn (and having leadership reinforce that message), they gradually built trust in the
process. Over time, UPMA cultivated a learning culture where knowledge is seen as a shared asset, not
individual  turf.  The  improvements  in  their  program  outcomes  and  the  resilience  of  their  operations
(knowledge didn’t leave with one person) illustrate the big impact that small KM investments can have on a
local NGO’s effectiveness .

These  two  vignettes  –  one  large  international  NGO  and  one  local  NGO  –  show  that  knowledge
management is  scalable and adaptable.  World Vision’s  case demonstrates KM and communities at  a
global scale with formal systems, whereas UPMA’s case shows that even informal, low-tech approaches can
yield significant benefits. Common to both is the emphasis on people and processes: encouraging people to
share, learn, and connect, whether via a sophisticated intranet or a WhatsApp group. Any NGO can start on
this journey by identifying a knowledge need and taking the first steps to address it, building from there.

Metrics / KPIs

How do  you  know if  your  knowledge  management  and  communities  efforts  are  succeeding?  Tracking
metrics and key performance indicators (KPIs) helps demonstrate progress and pinpoint areas to improve.
Below is a set of metrics an NGO can use, with examples of what they indicate:

Dimension Metric (KPI) Example Target / Notes

Knowledge
Capture

Projects with Lessons Learned
Recorded – % of projects (or
programs) that complete a lessons
learned log or AAR.

Target: 100% of major projects document
lessons. This ensures critical knowledge is
captured for future use, preventing repeated
mistakes .

Knowledge
Accessibility

Search Success Rate – Percentage
of time users find the information
they seek in the KM system (e.g.
intranet, database).

Target: >80% search success. A high rate
indicates information is well-organized and
retrievable; low rate may mean re-organizing
content or better tagging is needed .

Community
Engagement

Active Participation Rate –
Proportion of community members
who contribute (post, comment,
attend events) in a given period.

Target: >50% active members per quarter.
(Many NGOs initially see <20% participation

, so improving this shows a healthier
community.) Indicates if the CoP is vibrant or
if it’s a few people talking to many lurkers.
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Dimension Metric (KPI) Example Target / Notes

Knowledge
Sharing
Volume

Knowledge Assets Contributed –
Number of new knowledge
products added to the repository
(or shared via communities) per
quarter.

Target: e.g. 10 new assets/quarter. Tracks the
flow of knowledge into the system (new
guidelines, case studies, FAQs). An increasing
trend suggests growing buy-in, but ensure
quality over quantity (consider peer review of
submissions).

Knowledge
Reuse

Reuse Instances – Count of times
existing knowledge was used in
new contexts (e.g. a solution from
one project adopted in another, or
citations of internal knowledge
resources in proposals).

Target: Document at least 2 cross-project
reuse cases per year. This can be tracked via
project reports or anecdotes. It highlights the
value of KM in practice (a good sign: teams
actively consult the knowledge base or peers
before starting new work).

Capacity
Building /
Learning

Onboarding Time – Average time
for new staff to reach proficiency
(or to complete mandatory training
modules).

Goal: Reduce onboarding time by X%. If KM
(like readily available how-to guides and
communities) is effective, new hires should
get up to speed faster. Measure by supervisor
evaluation or self-assessment surveys at 3
and 6 months.

User
Satisfaction

KM Satisfaction Score – % of staff
who agree that “I can easily access
the knowledge/information I need
to do my job” (from annual survey).

Target: e.g. >85% agreement. Monitors overall
user sentiment. Improvement over time is a
strong indicator that KM initiatives are
working (or a decline flags issues to address,
such as outdated content or hard-to-use
tools).

Content
Freshness

Update Rate – % of knowledge
assets reviewed/updated in the last
year.

Target: 90% updated annually. Ensures the
knowledge base doesn’t stagnate with old
information. Can be tracked via metadata in
the repository. High update rate means
knowledge is being kept current; low
suggests risk of outdated guidance.

Community
Outcomes

Solutions Generated – Number of
documented solutions or
innovations that arose from
community discussions (and were
implemented).

Goal: At least a few per year per community.
This is qualitative but powerful – e.g. “CoP
identified new training method now adopted
by 3 regions.” Capture via meeting minutes or
leader reports. Demonstrates tangible impact
of communities on NGO practices.

12



Dimension Metric (KPI) Example Target / Notes

Efficiency
Gains

Time/Cost Savings from KM –
Instances where using knowledge
saved time or money, quantified if
possible.

Example: “Standard proposal template from
KM library cut proposal writing time by 30%”
or “By consulting our expert network, avoided
hiring an external consultant (saved $5,000).”
Track and tally such wins. Even anecdotal
data is useful to justify KM ROI to
management and donors.

Using the Metrics: Collecting these data might involve multiple methods – system analytics (for searches,
contributions),  surveys  (for  satisfaction,  culture),  and  anecdotal  reporting  (for  reuse  and  savings).  It’s
important to pair numbers with narratives. For instance, the metrics may show 15 new lessons learned
documents added (quantitative) and one of those documents might have prevented a major mistake in a
project (qualitative impact story). Both are valuable. 

Regularly review the metrics (e.g. quarterly KM dashboard for the KM team and management). If a metric is
below  target,  do  a  root-cause  analysis.  Low  participation  in  a  CoP?  Perhaps  schedule  or  topic  needs
adjusting, or more marketing of its benefits is required. Search success low? Time to improve metadata or
user training on search techniques. Metrics should be used not to  police individuals but to improve the
system and demonstrate value. 

Finally, as your KM program matures, you might refine metrics. Early on, focus on outputs (participation,
content volume) to ensure activities are happening. Later, move to outcomes (performance improvements,
innovation rates). Keep metrics simple and aligned with what leadership cares about. For example, if senior
management is keen on program quality, emphasize metrics like “% of projects using prior lessons” and tie
them to evaluation results.

Risks & Mitigations

Even  well-planned  KM  initiatives  and  communities  can  face  challenges.  Here  are  common  risks  NGOs
encounter in this journey, along with strategies to mitigate them:

Risk: Low engagement or “knowledge hoarding.” People might not participate in KM activities,
either due to habit of keeping knowledge to themselves or feeling they’re too busy. Mitigation: Build
a  sharing  culture  and  incentives. Have  leadership  explicitly  encourage  and  model  knowledge
sharing – e.g. a director regularly posts a lesson learned, signaling it’s valued . Make it part of job
expectations (include contributions in performance reviews or give shout-outs and small rewards for
active sharers). Also, simplify participation – integrate sharing into existing work routines (a quick
share-out at end of meetings) so it doesn’t feel extra. Creating a safe, trust-based environment is
key: emphasize that asking questions or admitting failures is okay and encouraged. When people
see that sharing won’t backfire and actually earns recognition, engagement will rise.

Risk: Lack of time for KM. Staff feel overloaded with core duties and see KM tasks (updating a wiki,
attending a  community  call)  as  additional  work  they  can’t  afford.  Mitigation: Integrate KM into
workflow and demonstrate value. Streamline processes to make knowledge capture quick (use
short templates, not lengthy forms). Where possible, embed KM in existing systems – for instance,
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incorporate  a  “lessons”  field  in  the  project  completion checklist  rather  than a  separate  process.
Automate  what  you  can  (e.g.  weekly  digest  emails  from  the  community  platform  rather  than
expecting people to check another site). And crucially, communicate WIIFM (“What’s in it for me”) to
staff: show how spending a bit of time now to document or search will save them much more time
later. Managers should allocate a small percentage of work hours for learning (e.g. “Friday last hour
for knowledge share”). Some organizations even formalize this by recognizing KM contributions as
part of workload, not extra-curricular .

Risk: Poor knowledge quality or relevance. If the repository becomes filled with outdated or low-
quality information, or communities drift off-topic, users will lose trust and stop consulting them.
Mitigation: Curation  and  quality  control. Designate  “owners”  for  key  knowledge  areas  who
periodically review and update content (for example, the M&E manager updates the M&E toolkit
annually). Implement a simple review process for contributed knowledge assets – even peer review
by another experienced staff before posting can ensure accuracy. In communities, if misinformation
or  irrelevant  info  is  shared,  the  facilitator  should  gently  correct  or  steer  the  conversation.  Also
encourage  community  members  to  provide  feedback  on  content  (“Was  this  resource  helpful?”).
Archiving old content (but not deleting outright, just moving to an archive section) keeps current info
front and center. By maintaining high quality, you keep users confident that the knowledge base is
reliable.

Risk: Technology issues (complexity, accessibility). A fancy KM software that staff find confusing,
or a platform that field offices with poor internet can’t access, will kill KM efforts quickly. Mitigation:
Use appropriate, user-centric tech. Choose tools based on users’  lowest common denominator
environment  and  digital  literacy.  If  many  staff  are  offline,  ensure  offline  alternatives  (manual
binders, or tools that sync for offline use). Provide training and helpdesk support for any tool – don’t
assume everyone will just get it. If a tool isn’t catching on, gather feedback: maybe it’s too complex
and a simpler solution (even an Excel log or WhatsApp group) might work better. It’s okay to pivot on
tools. Also, ensure mobile-friendliness if staff use phones more than computers. Essentially, design
your KM system around user needs and constraints, not around the fanciest technology. This may
mean sacrificing some advanced features in favor of adoption.

Risk: Knowledge loss due to staff turnover. An evergreen risk in NGOs – people will leave, and if
their  knowledge  leaves  with  them,  the  organization  goes  backward.  Mitigation: Institutionalize
knowledge capture and handover. Have a checklist for off-boarding: departing staff should archive
their files to a shared location, document their key processes or tips, and where feasible, conduct an
exit  knowledge-transfer  session  (as  discussed  in  Tools/Templates).  Cross-training  is  another
mitigation: ensure at least two people are familiar with each critical area (through job rotation or
shadowing). Over time, build “knowledge redundancy” – not in the negative sense, but meaning the
knowledge  doesn’t  live  with  only  one  person.  Mentoring  programs  can  also  help  transfer  tacit
knowledge from senior experts to junior staff gradually. By formalizing these practices, no single
departure will cripple your knowledge base.

Risk: Community of Practice fatigue or burnout (especially among core members). Often a few
champions  carry  a  community  –  if  they  burn  out  or  move  on,  the  CoP  can  fizzle.  Mitigation:
Distribute leadership and refresh the community. Rotate roles: encourage different members to
facilitate a session or lead a sub-discussion, so it’s not always the same person driving. Continuously
identify and groom new “core group” members (perhaps those who are very active) . Have co-
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facilitators rather than a single one. Also, periodically infuse new life – invite a guest speaker or
expert to a community meeting, or introduce a new format (like a live problem-solving workshop) to
keep things interesting. Check in on your champions to ensure they feel supported (do they need
help moderating? more recognition? etc.). If a community’s original purpose has been achieved or is
no longer relevant, be willing to sunset or redefine the community rather than let it limp along. It’s
better to reboot with a fresh approach if needed, based on member feedback.

Risk: Security or confidentiality breaches. If knowledge includes sensitive information (beneficiary
data, unpublished research, advocacy plans), sharing it widely can pose risks.  Mitigation: Set clear
policies  and access  controls. Classify  knowledge into  public,  internal,  and restricted levels.  For
each, define who can access. Use technology permissions accordingly (e.g. financial data folder only
accessible to finance team). In communities, remind members when discussions should anonymize
details  or when certain info should stay within the group. Training on data security and privacy
(especially  if  using  cloud  tools)  is  important.  Also  have  a  protocol  for  external  sharing:  what
knowledge  can  be  shared  outside  the  NGO  and  what  requires  approval.  This  way,  staff  can
participate freely within set boundaries, and the organization is protected. When in doubt, err on the
side of caution and clarify with management on specific cases.

Risk:  KM  becomes  seen  as  an  “extra”  or  fad  and  loses  support. Sometimes  after  initial
enthusiasm, if concrete benefits aren’t visible, stakeholders (staff or donors) may dismiss KM as a
buzzword initiative and stop supporting it. Mitigation: Demonstrate value early and often. Use the
metrics and stories to show wins – communicate these to all levels. For example, publish a quarterly
one-pager:  “KM  in  action  –  last  quarter  3  ideas  from  staff  were  adopted,  saving  X  amount  or
improving Y.” . Tie KM results to strategic results (e.g. how a shared lesson contributed to a
successful grant or how community knowledge improved beneficiary outcomes). Also integrate KM
into existing processes permanently (e.g. include KM updates in regular program reviews), so it’s not
a  separate  “project”  that  can  be  dropped.  By  proving  impact  and  embedding  KM  into  the
organizational fabric, you mitigate the risk of it being sidelined.

By  anticipating  these  risks  and  actively  managing  them,  an  NGO  can  greatly  increase  the  chances  of
sustaining a successful KM program and vibrant communities. It’s normal to hit some bumps – treat them
as learning experiences (in true KM spirit, do an AAR on your KM initiative itself!). Remember, knowledge
management  is  a  journey,  not  a  one-time  task,  and  each  challenge  overcome  will  strengthen  your
organization’s knowledge culture.

Checklist

Use  this  checklist  to  ensure  your  NGO  has  the  essential  elements  in  place  for  effective  knowledge
management and communities of practice:

[  ]  Knowledge  Audit  Completed: Have  you  identified  your  critical  knowledge  needs,  existing
knowledge assets, and gaps? (Inventory key documents, expertise, lessons; map where knowledge
resides.)

[ ]  KM Strategy Documented: Is there a clear plan aligning KM activities with your NGO’s goals?
(Includes objectives, responsible roles, target user groups, and chosen tools/processes.)
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[  ]  Leadership  Buy-In  Secured: Do  senior  leaders  endorse  KM  and  allocate  resources?  (E.g.
statements of support, budget/time for KM, a designated KM champion at leadership level.)

[ ]  Knowledge Capture Processes in Workflow: Are there standard steps to capture knowledge in
operations? (E.g. after-action review for projects, meeting notes with lessons, exit interviews in HR
process.)

[  ]  Central Repository Established: Does the organization have a “single source of truth” where
important knowledge is stored and can be easily accessed? (Shared drive, intranet, database, etc.,
with logical organization.)

[ ]  Communities of Practice Formed: Have CoPs or knowledge-sharing groups been launched for
key  topics  or  functions?  (With  defined purpose,  member  list,  facilitator/core  group,  and regular
interaction schedule.)

[  ]  Tools and Platforms Set Up: Are the selected KM tools  available and functioning for  users?
(Repository access given, community communication platform active, any needed software installed
with user training completed.)

[ ] Staff Orientation and Training Done: Have staff been briefed on how to use the KM system and
why it’s important? (Includes training on repository search/upload, community participation norms,
and using templates.)

[ ]  Incentives and Recognition in Place: Are there mechanisms to encourage participation? (E.g.
management  asks  for  lessons in  reports,  shout-outs  in  newsletters  for  contributors,  KM part  of
performance objectives.)

[  ]  Knowledge Owners/Facilitators Assigned: Is  someone responsible for maintaining each key
knowledge area or community? (Named focal points to update content, moderate discussions, and
answer queries.)

[  ]  Metrics Defined and Tracking Started: Did you choose a few metrics  to monitor  (from the
Metrics section) and set up a way to collect data? (E.g. monthly count of new lessons, quarterly staff
survey on KM, community attendance logs.)

[ ] Regular Review Scheduled: Is there a plan for periodic review of KM progress (e.g. quarterly KM
team meeting or bi-annual report to leadership)? (This ensures KM stays on the agenda and adapts
as needed.)

[ ]  Risk Mitigations Considered: Have you addressed common risks? (e.g. established a culture of
openness  to  mitigate  hoarding,  provided  offline  options  for  connectivity  issues,  set  access
permissions for sensitive info.)

[ ]  Success Stories Documented: Did you capture at least one early example of KM or community
benefit to share? (A short anecdote or case of “KM made a difference here” to build momentum.)
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[ ]  Continuous Improvement Plan: Is it clear how feedback will be gathered and used to improve
the KM approach? (Suggestion channels for staff, plan for updating strategies after learning what
works.)

Checking off these items will help ensure that your KM initiative is comprehensive and integrated. The list
can also  serve  as  a  quick  assessment  tool  over  time –  revisit  it  annually  to  see  if  any  element  needs
strengthening (for example,  as your NGO grows, you might need to add new communities or upgrade
tools).  A  balanced  approach  covering  strategy,  people,  process,  and  technology  –  as  reflected  in  this
checklist – sets the stage for sustained knowledge sharing and learning.

Glossary

Knowledge Management (KM): The systematic process of creating, capturing, organizing, sharing,
and  using  knowledge  to  improve  an  organization’s  performance  and  impact .  In  NGOs,  this
means ensuring important information, from field experience to research findings, is available to the
right people at the right time to inform decision-making.

Community of Practice (CoP): A group of people who share a common concern or passion and who
deepen their knowledge and expertise in this area by interacting on an ongoing basis . CoPs in
NGOs often consist of practitioners who learn from each other’s experiences and collaborate to solve
problems  in  a  particular  domain  (e.g.  a  CoP  of  education  program  managers  across  different
regions).

Tacit Knowledge: Knowledge that is in people’s heads – personal know-how, insights, and intuitions
that are hard to formalize or write down. For example, a seasoned project officer’s gut feeling on
community dynamics or a field mechanic’s troubleshooting tricks. Tacit knowledge is often shared
through experience and conversation (storytelling, mentoring) rather than documents.

Explicit Knowledge: Knowledge that is captured and expressed in a tangible form. This includes
reports, manuals, databases, lessons learned documents – anything that can be readily codified and
communicated. Effective KM converts important tacit knowledge into explicit forms (without losing
its context) so that it can be widely shared.

Knowledge Repository: A centralized storage location for explicit knowledge assets. It can be digital
(an intranet  site,  document library,  database,  etc.)  or  physical  (binders  of  documents,  library).  A
repository typically has classification and search capabilities to help users find knowledge resources.
In practice, it’s the “go-to” collection of an NGO’s accumulated knowledge (guidelines, research, case
studies, etc.).

After-Action Review (AAR): A structured reflection process conducted shortly after an activity or
project  to  analyze what  happened,  why it  happened,  and how it  can be done better  next  time.
Originally developed by the military, AARs are now common in development projects as a way to
capture  lessons  learned  while  they’re  fresh .  An  AAR  typically  involves  the  team  members
candidly discussing successes and failures and documenting key lessons and recommendations.
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Lessons  Learned: Specific  insights  or  understandings  gained  through  experience  that  have
potential value for future projects. In KM terms, a “lesson learned” is a concise statement describing
a challenge or success, how it was addressed, and a recommendation for the future. Organizations
compile lessons learned so that others can avoid repeating mistakes or can replicate successes.
These may be stored in databases or reports, and are most useful when clearly written with context.

Knowledge Mapping: The process  of  identifying what  knowledge exists  in  an organization and
where (or with whom) it resides. A knowledge map might outline sources of information, experts on
certain topics, and knowledge gaps. For instance, a knowledge map might reveal that “Monitoring &
Evaluation knowledge” is held by A, B, and C staff and in X database and Y reports. Mapping is a first
step in KM to understand the landscape of knowledge assets and needs.

Knowledge Culture: The values and behaviors in an organization that influence how knowledge is
treated. A strong knowledge-sharing culture means staff naturally document their work, freely share
information, and collaborate to learn, without fear. In a weak knowledge culture, information might
be  siloed,  people  are  afraid  to  admit  not  knowing  something,  or  hoard  knowledge  for  power.
Cultivating  a  positive  knowledge  culture  (openness,  learning  from  failure,  cross-team
communication) is often the hardest but most important part of KM.

Knowledge Broker: A person (or entity) that connects those who have knowledge with those who
need it.  In  some NGOs,  knowledge brokers  are staff who facilitate  the flow of  knowledge –  for
example, by linking a field officer who has a question to an expert who can answer, or summarizing
research findings for practitioners. They act as intermediaries to “broker” knowledge exchange and
can be critical in large organizations or networks.

Dgroups: A platform commonly used in the international development community for email-based
discussion  groups  (the  name stands  for  Development  through Dialogue).  Dgroups  allow simple
creation  of  communities  where  members  participate  via  email,  making  it  accessible  to  low-
bandwidth  users.  Many  global  communities  of  practice  (like  some  UN  and  NGO  networks)  use
Dgroups as a key tool .

KM4Dev: Short for “Knowledge Management for Development,” which is both a concept and the
name of a global community of practice of development practitioners interested in KM. KM4Dev (the
community) shares ideas and best practices on KM in the development sector and has resources (like
the KM4Dev wiki, discussions, etc.) which are useful for NGO KM professionals.

Yellow Pages (Expert Directory): In KM, a “Yellow Pages” refers to a directory of people and their
expertise (analogous to telephone yellow pages listing services). It’s a tool to help staff find internal
experts on a topic quickly. A good expert directory lists individuals’ skills, experience, languages, and
contact info. Modern intranets often include this feature under staff profiles.

This  glossary  defines  key  terms  used  in  the  guide.  Understanding  these  concepts  will  help  in
communicating about KM and designing programs. For example, knowing the difference between tacit and
explicit knowledge informs how you capture each; recognizing what a CoP is clarifies how it differs from a
regular team. If you come across other jargon in KM discussions (like “knowledge asset,” “socialization” vs
“externalization”  from knowledge theory,  etc.),  refer  back to trusted KM resources or communities (like
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KM4Dev)  for  explanations.  The  aim  is  to  keep  KM  practice  as  jargon-free  and  practical as  possible  for
everyday NGO use.
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