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Organizational Characteristics
• 3,500 Staff; 8,000 Volunteers
• High staff and Volunteer turnover
• Field staff: 60% travel, varying levels of computer 

literacy
• Decentralized global agency
• Strong identification to the mission

Structural Impact on Organizational Culture
• Constant wheel reinvention
• Perpetual loss of knowledge
• Sense of missed opportunities for performance 

improvements

Background
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Implementation Process
• Needs Assessment

• 12 month needs assessment that involved focus groups, surveys, case 
studies and policy review

• Procurement 
• SaaS solution that focuses on expertise exchange

• Pilot Test
• 3 month pilot, 350 participants

• Evaluation
• Summative with qualitative and quantitative data

• Expansion
• After 15 months, expansion to entire agency. Incremental increase in 

usage
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Adoption Strategy
• Targeted online trainings

• One page reference guides

• Book ending face-to-face meetings

• One-on-one mentoring

• Integrating into business processes

• Answer all questions great and small

• Leverage email and subscriptions
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Discussion Forum Postings 2,439
Discussion Forums Read 20,705
Documents Uploaded 3,718
Documents Read 24,059
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Challenges
Implementation
• Staff turnover
• Balancing priorities and departmental interests
• Mixed notions of technology and its impact
• Risk aversion based on previous ideas of knowledge 

exchange

Adoption
• No Volunteers
• Limited staff time and need
• Barriers to entry (e.g. separate passwords)
• Limited search capabilities and content categorization
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Opportunities
• Almost universal recognition that Volunteers need 

to have access
• Shift in attitudes with the “success” of the program
• Staff turnover
• New and better tools on the market; better 

understanding of how to use them
• Evolutionary nature of knowledge management 

practices in organizations
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Lessons Learned
• The KM platform must meet an immediate need for 

people to log on
• Attitudes will change as people become more 

familiar with the platform
• Capture knowledge through repeated engagements 

with the customers (trainings, evaluations, 
briefings)

• Don’t overlook the value of usage stats – find out 
what the story is behind them

• It’s not able technology or knowledge management. 
Focus on the platform helps fulfill the mission.
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Thank You
David Smith

Peace Corps
Project Manager – Online Collaboration

dsmith2@peacecorps.gov


