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Abstract. The critical challenge for the success of e-government projects is the
ability to create new and interesting customer bids. This requires an organiza-
tion that is able to (re-)design and (re-)invent its business models and processes
continuously. Knowledge Management Systems (KMS) can only accommodate
such volatile readjustments if their design permits smooth adaptation and (re-)
configuration of the underlying business processes. Such a KMS ensures or
even improves the required business performance outcomes. We describe here
a conceptual approach towards KM, which ensures a very high level of adapt-
ability in order to incorporate dynamic changes in business models and infor-
mation architecture. The GPWM Project of the public administration of Basel —
Switzerland - is finally presented as a case study of the proposed approach.

1 Introduction

Information technology is not the most critical factor in the realization of strategic e-
government projects. More important than IT and its implementation is knowledge of
the impact on business and of the implied consequences for the associated business
processes. Demands arising from the aims of e-government projects require consistent
alignment of all associated resources and processes. Projects that do not take these
factors into account lack integration and sustainability and are at best short-term so-
lutions. Information technology projects tend to be of this type.

We frequently find in the public sector a fairly fragmented operational and organ-
izational structure. The responsibilities for delivery of services to the citizen or to
business are not transparent enough.

Moving towards a customer-centred administration in the context of e-government
brings with it a redistribution of tasks and hence of knowledge. Such a reorganization
has a tremendous impact on all the administration's current processes. Knowledge
about the processes and the way they interact has to be managed in order to bring
about these strategic changes in a controlled manner. In this context, knowledge man-
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2 Current Situation

With regard to knowledge management, the concepts and activities are focused on the
IT-related use of knowledge, and on a "holistically" oriented design approach, which,
for example, integrates human resource management. The first category includes
ontology-based knowledge management [1,2] and organizational memory [3,4]. The
second category includes for example the building block model [5] as well as model-
base knowledge management [6].

As has already been seen in many different areas, it is of only limited use to trans-
pose allegedly proven approaches to knowledge management in private business into
the public sector. v

One major difficulty is that there is no agreed definition of knowledge manage-
ment in the private sector (see the case studies in [7]). A variety of projects are la-
belled as knowledge management, such as for example business process redesign,
cultural change or establishment of databases. They often concentrate on instrumental
aspects of managing data, information and knowledge. It has so far been impossible
to establish a generally accepted strategy in relation to knowledge management. This
indicates that knowledge is highly system-dependent. And this is the reason why third
party solutions cannot be easily adapted [8].

Moreover, public administration is by nature a highly heterogonous system with a
diversity of targets, functions and processes [9]. So far, it has not been possible to
develop a knowledge management system for the activities of the public sector with-
out taking into account the uniqueness of the different processes [10].









