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THE POWER OF KNOWLEDGE
AND INTERNAL QUALITY CHECKS:

THE KELLEN COMPANY'S
EXPERIENCE AND TOOLS

TEXT BY MARIA TERESA SCARDIGLEL MANAGER AND DANIELA KDLB, SENIOR CONSULTANT, KELLEN EUROPE, BRUSSELS

In Lhe 1990s, argamsational knowiedge was
geciared a major assel - the key to an organi-
sation’s sustainable compelitive advantage.
Kellen valzes managing and invesiing Ik
kaowiledge as much as it valyes mere tan-
gible assets, appointing knowiedge teams

{0 gel as snuch value from organisationa
knowietdge as possibie.

As a premier asseciation manggament
company, Kellen requires its employees io
manage assecialions in different induslry
seclors and professions and advise on varied
{opics. Individual associations may have
dilterent objectives, bui they ollen face com-
man chatlenges (dues, governance structure,
membership development, etc.) All assecia-
tions can benefit from existing expertise.
Kellen igals it is key to share knowledge
within the company, making it aceessible to
¥, and taking agvantage of a cross-fertilisa-
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tion approach. Knowledge is nol just dats
and information, it derives from minds at

work. in most cases it 15 nof documented

so gsganising 1he sharing of knovdedge is
essential.

Ketlen uses various leots to accormplish this:

+ Monthiy Knowiedqe Sharing Sessloas:
Colieagues with specific experlise na
seclor or lopic present views and experic
ence ta the rest of the staff, These sessions
aHow Ior brainsterming, encouraging the

exchange of best practices.

+ Kriowiedge Matrix: Colfeagues with par-
ticular experience are igentified. snd can e
calied upon o maximum advaniage when
needed,

+ Glebal Best Practices Manual: Topics
such as contract procedures, cifent commu-
nicalions, service delivery, financials, ang
insurance coverage are covered. A separale
manual documents the more siralegic
kagwledge of Kellen's acgount executives,

+ Giobns Business Groups: Members of ali
five olfices share information on specific
seciors or fopics (2., laod, tonstruction,
PR, Matkeling; ensuring that knowledgo 15
shared globally.

+ Leadership Conference: All 150 emplovees
convene in Allanla enee 8 vear for three
days of exiensiva raining, exchanging best
practices and cther shilis.

Throughout the yoars, Keilen has developed
several lools 1o check tne quatity and el
tecliveness of its services. These toois adapt
to associalions’ evelving needs and help
retain cilents.

% Assoelation Survey: This is submilised
yearly te the association’s Presiden!, Vice-
Presigent, Board and Chairmen of working
groups, aiming oo
at evalyate the associalion’s satislaction with

"KNOWLEDGE 1S NOT JUST DATA AND
INFORMATION, {T DERIVES FROM MINDS

AT WORK. [N MOST CASES IT 15 NOT
DOCUMENTED SO ORGANISING

THE SHARING OF KNOWLEDGE IS ESSENTIAL."

——

the quatity o seevices and teir understand-
ngfperception of added-valye funclions

b} assess if the associalion’s needs have
chantied or will change atiewing Kellen to
sdapt the value propesition fo ihe new
needs of the association

¢) assess he elfectiveness of the struglure
esiablished helween Kelien and the asse-
ciatlon theiping lo provide the associa-
tion with value),

+ Activilles Management feport: The dedi-
cated team produces a quarterly manage:
men| repori on the Secrelariat’s activities
with appropriate recommendabions, lo
management.

+ Clignt Team Meetings: The dedicated
tean holds weekly internal meedings not
pniy 1 order to allocate fasks and ensure
tha finalisation of afl planned aclivities,
tul aiso lo share experiences and best
practices.

+ Ensusing high quatlty of euiput and
dailvershles: By sharing experience, best
praclice and any specialised training
ameng staff employees. lKelien ensures
that services periormed are of excellent
guality. High empioyee reiention vithin
Hellen also contribuies fo the high quality
of delivarables.

+ Examinatien of the Efflciency and
Effectlveness cf Associatlons - the
Eurotonfererce: Kellen is organising ihe
‘#ih EuroConlerence on 28 Februasy in
Brussels {www.hkelenaurope comfeurocon:
fesenge) ~ a uigue academic research and
profassignal lorum i Evrope dedicated to
examining and measuring the factors thal
affeed the association's efficiency end to
identilving best medels of operation. For
1he first Hime this year the EuroConierence
wili feature a plonary session, marning
speakers and four aliernoon braakout
sessions on ssues such as Goveraance, A
sociation Advocacy, Operating Globally and
Hedia Engagemenl.

The knawledge and the quaiily 1ogis
developed by the Kellen Company ensure
that Kelien achieves ils mission: "lo exceed
clienl expeciations through a commilment
to exceifence™.



	  

