Executive Perspectives

Score Big in Knowledge Management
with Gamification
There are two fundamental steps you can take to give
your knowledge management program the best chance
of succeeding. The first step is to ensure that the system
contains useful content. The knowledge stored in the
system must contain information that your end users are
looking for or it is of very little value. The second step
is to help ensure that the end users actually use the
knowledge management system to get information.
If your user base chooses not to access the application
on a regular basis, then all the hard work in creating useful
content serves no purpose.
Gamification offers a solution to encourage both
contribution and adoption, helping you meet the business
goals of your knowledge management program.
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Ensuring Collaboration and Consumption
The best way to ensure your employees are providing
consistent, accurate, and up-to-date information to
customers is to use a central knowledge base. Unfortunately,
knowledge base adoption is a major problem at many
organizations. Employees may not want to leave their
current task to search a knowledge base, may think they
already know the right information, or may have local
copies of content on their own computers.

and teams can compete to see who uses the knowledge
base most effectively. Like knowledge creation, it is
important to track a variety of metrics to achieve the
desired behavior. Simply tracking the number of times
an employee accesses the system does not necessarily
indicate proper usage. The games should factor knowledge
article access, searches, article feedback, linking articles
to cases, and any other activity that management is
trying to encourage.

So how can organizations be sure their employees are
leveraging the company’s investment in knowledge
management? Gamification. By creating contests
and games around knowledge base usage, employees

Organizations can benefit from gamification to maximize
their investment in knowledge management. By using
these tactics, employees are likely to be more engaged
and motivated, helping you achieve your business goals.
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