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1 Background

1.1 Why has knowledge become a strategic business issue?

Recently there has been a shift away from a “capital asset” based economy to one where the strategic assets of any organisation are its knowledge assets.  This change in paradigm is as great as the shift in the past from an agricultural to an industrial-based economy at the start of the Industrial Revolution.

The use of knowledge, and its subsequent management, as a strategic tool to enable firms to gain an edge over their competitors has been enabled through:

· technological advancements allowing the capture, management and dissemination of vast quantities of information within organisations;

· the emergence of “virtual organisations” in which traditional boundaries separating business units are blurring; and

· knowledge being utilised to change organisations and open new markets.

In addition, the risks of not managing one’s knowledge assets includes:

· loss of productivity and opportunities through wasted time finding information and data within an organisation;

· information overload as a result of no tools or processes being in place to manage and organise data and information;

· the loss of knowledge due to staff attrition (it is estimated that 50% of knowledge not actively stored and managed is lost every 5 years assuming a 10% turnover in staff per annum); and

· continual re-inventing of the wheel as lessons learned in the past are not stored and passed on to others in the organisation.

1.2 The KPMG global vision and strategy

“KPMG is the global advisory firm whose aim is to turn knowledge into value for the benefit of its clients, its people and its communities.”

KPMG is a knowledge-based organisation.  While that implies that we recruit and retain the highest calibre of person, it is not so much the pool of knowledge that is KPMG that counts, but rather how we turn that knowledge into value.

Our knowledge can be seen as part of our competitive edge, something that sets us apart from our competitors.  The KPMG value set allows us to maximise our advantage by maintaining these values in all dealings with staff and clients. In order to achieve this these values must be embedded into our processes and activities.

The values focus on three areas:

· Clients;

· People; and

· Knowledge.

It is the latter that this business case addresses.

The valus as expressed under Knowledge state that, “We will continuously extend the frontiers of our shared knowledge by treating knowledge as a highly-valued asset which everyone in the firm has a right and obligation to use and a responsibility to contribute towards.”

This is the essence of Knowledge Management (KM): the process of turning a pool of diverse knowledge and expertise into a shared resource that better allows the firm to meet its goals and objectives.

This proposal will address the issue of KM within the Information Risk Management (IRM) practice by:

· explaining what KM actually is;

· examining the processes followed by other practices around the world, specifically the United Kingdom and the United States;

· setting out the benefits to be derived from an effective KM process;

· forecasting the challenges that lie ahead, should a KM structure be implemented in anticipation of the South African firm as a whole migrating to KWorld;

· investigating the technological resources available to enable a successful implementation of KM; and

· setting out what the next steps should be.

The proposal is based on the underlying assumption that the South African firm will be implementing and migrating to the KWorld platform in the near future; in all likelihood by June 2000.  Any initiatives, recommendations and decisions arising from this document should take that into account, and should be in line with what is planned.  To these ends there would need to be close collaboration and co-operation between IRM and Technology Support (TS) in any ventures.

However, KM is not dependent on the technological tools that are to be used.  Rather it is a process, mind-set and culture change that will need to be introduced and embedded within IRM.  This process will ultimately feed into the KWorld migration at the appropriate time.

2 Knowledge management defined

2.1 Knowledge

Knowledge can be seen as:

· Experience, facts, rules, assertions and concepts about subjects crucial to the business;

· A key resource used throughout an organisation to support:

· decision-making;

· forecasting;

· planning; and

· assessment of projects, staff, etc.;

· design of products and services;

· analysis and benchmarking; and

· Being formal, systematic and recorded, or alternately as informal, or even as something held in a person’s mind.

2.2 Knowledge management

Knowledge management seeks to capture knowledge, as defined above, into sources of data and information that are easy to find and re-use.  These sources make up the “knowledge system”, discussed further below.

Knowledge management can be seen as consisting of two separate processes:

· the gathering, capturing and formalising of knowledge; and

· the storing, organising, searching and harnessing of this knowledge.

A useful analogy is that of a fruit tree.  The planting of the seed, tending and watering of the tree can be seen as the initial process of setting up the Knowledge Repositories or databases.  The fruit that the tree ultimately bears is the actual usage, sharing and continual learning that the organisation’s people experience through utilisation of the stored expertise.

A crucial factor in the success of any KM process is the creation and encouragement of a culture of sharing of insights and experiences between co-workers.  Ultimately there needs to be collaboration, sharing and continual learning by persons within an organisation.

2.3 The knowledge system

A knowledge system is a system in the broadest sense of the word in that it includes people, processes, technology and finally content.

Culture plays a central role in the success of any knowledge system implementation , since it is only within a culture of knowledge sharing that the intellectual assets of a company can be harnessed.  Should employees feel that the only way for them to advance and be successful is for them to hoard their skills within themselves, then knowledge sharing and management cannot take place.  Employees should be encouraged, or even forced, to contribute to the knowledge base and should be actively rewarded for doing so.  This may be achieved through the explicit setting of personal objectives in the KM sphere upon which appraisals, and ultimately remuneration will be based.  It is accepted that currently there is an implicit expectation of staff to provide mentoring and knowledge sharing to other staff as part of their day-to-day activities.  However, for KM to be successful, there needs to be explicit recognition of active knowledge sharing.

It is recognised that this form of reward, and ultimately the embedding of knowledge sharing into the day-to-day culture of the firm can only come about with full and continual backing from top management.

The processes put in place to ensure knowledge sharing actually happens in an organisation provide the link between practice, or what has taken place, and learning from past mistakes and successes.

The technology is simply an enabler to the knowledge management process.  It is only with recent developments, and the availability of vast storage spaces and document management systems that knowledge management has been possible in any commercially viable form.

The content of the knowledge system is a function of what it is to be utilised for.  This is a key decision that needs to be taken prior to the implementation of any management system.

3 Knowledge management in IRM

3.1 The United Kingdom

Currently the UK practice is leading the way in rolling forward the KM initiative.  A Knowledge Repository (KR) was established in January 1999, and has received upwards of 200 submissions.  Access to the repository is through the UK intranet, UKnow, and provides a comprehensive search facility to quickly and accurately identify and locate documents.

A monthly newsletter is published on the IRM intranet site, accessible through OpenAccess from South Africa on  MACROBUTTON HtmlResAnchor http://uknow.openxs.uk.kpmg.com/discipln/irm/index.htm
 detailing new knowledge submitted, lessons learned, most popular documents, and useful hints and tips.

IRM have been requested to chair fortnightly “Community of interest” groups for all UK Knowledge Managers.  This is due to the entire IRM team having maintained a high profile within the UK KM group, and through IRM as a whole having embraced the idea and culture of knowledge sharing.

In addition, the UK KM group is investigating the production of an internal case study document detailing IRM’s KM programme.  The process undertaken by IRM is acknowledged as best practice in the development of a KM programme and may well form the basis for an international IRM, if not firm-wide, model for the development and roll out of the KM initiative.

The KM Manager within the Financial Sector group, Walter Palk, is an ex-KPMG Johannesburg employee, and will be returning to the Johannesburg office for a period of six months starting September 1999.  He has been particularly active in the KM development process in the UK and is keen for South Africa to lever off his skills in this area, rather than re-inventing the wheel.

3.1.1 KM structures
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Figure 1
3.1.1.1 Knowledge centres

Knowledge centres have been set up to act as “clearing houses” for information and knowledge, acting as focal points and playing a key role in encouraging knowledge sharing.  As can be seen from the graphic above, knowledge centres have been set up in each Business Unit and Specialist Unit within KPMG UK.

Their roles include:

· the facilitation, capture and dissemination of knowledge;

· a quality assurance and filtering role to ensure that only quality, or best practice, material finds its way into the Knowledge Repositories;

· identification of supporting information sources both internal and external to the firm;

· providing signposts to appropriate person/s or sources of information, and acting as a communicator of where knowledge can be found;

· ensuring that staff are rewarded for sharing qualitative knowledge through recognition and other means;

· development of awareness of what knowledge is available and where to find it; and

· the upkeep and maintenance of the content of the knowledge repository.

3.1.1.2 Databases

The main database currently in use as far as KM is concerned is the knowledge repository set up in January 1999.  A full time support staff member has been employed to co-ordinate the capture, storage and dissemination of information and knowledge stored in the database.

In addition, a separate area on the network is provided for the storage and retrieval of client specific data.  This area is controlled through network security, with access only being granted to IRM.

3.2 The United States

The US practice is part of the first wave of the KM and KWorld migration. Currently they are:

· rebuilding the international KPMG web site,  MACROBUTTON HtmlResAnchor  www.kpmg.com
;

· populating KWorld with their library documents (this involves removing information currently stored on KMan and migrating it into knowledge repositories accessible through the KWorld portal); and

· working on the overview of IRM products and services.

They have not hired an IRM Knowledge Manager as yet, however this is in the pipeline.  This person will be required to, amongst other tasks, collate relevant information and ensure that it is forwarded to the relevant persons through the available channels.

They are looking to rely heavily on web-based technologies in order to free up the e-mail and manual printing communication channels.

3.3 International Headquarters (IHQ)

Joanna Parr, on secondment to IHQ from the London office, is currently involved in a number of international initiatives from an IRM perspective. These include:

· The development of a set of “core” IRM services that will form the basis of the IRM suite of services;

· Building a global KWorld area to be populated with core methodologies, toolkits, checklists, etc.  This information is currently held, to a greater or lesser extent, on OpenAccess;

· Overseeing and providing guidance for smaller practices as the move towards the globalisation of KPMG gathers speed;

· The defining of additional “core” services to be provided by IRM as globalisation advances;

· The managing of the migration of OpenAccess onto the KWorld platform by March 2000, at which point OpenAccess will be discontinued; and

· Providing a point of contact for IRM practices world-wide.

3.4 South Africa

From discussions with Richard Samson and Phil Hartridge of Technology Support, it appears that South Africa will be part of the third wave of KWorld rollouts.  This is expected to take place not sooner than September 1999, but more realistically as from June 2000.  This presents a challenge to the South African IRM practice as regards implementing any form of KM prior to being “KWorld’d”.  Any decisions, or initiatives that we may take must clearly be in line with the KM/KWorld strategy world-wide.  To these ends, we are planning to leverage off the process undertaken by the UK through close contact with Walter Palk the Knowledge Manager for FS IRM in London.

No significant investment in additional infrastructure, including technology and KM support staff is expected prior to the commencement of the KWorld migration process within the South African practice, i.e. the existing infrastructure can easily be utilised.  Initial steps towards the KWorld migration have begun, specifically in relation putting the “building blocks” in place for this move. These include standardisation of hardware, network infrastructure and information security.  The migration process is expected to take at least six months.

If one refers to the diagram of the UK Knowledge Management organisation, Figure 1 above, a number of the technological enablers for KM are already in place in South Africa, e.g. an intranet, library and information services, and a number of databases.  The main area of concern is the lack of cohesiveness of the storing and retrieving of IRM knowledge currently.  This results in fragmentation of IRM knowledge, leading to loss of productivity, frustration and continual re-inventing of work previously done.

It is worth noting here that any programme or initiative IRM moves forward with will be part of a national programme within the firm as a whole.  Whilst the move to KWorld, and Knowledge Management throughout the firm is 18 months to two years away, IRM can be used by the firm as a pilot, or for the development of best practice in order to benefit the firm as a whole.  Also, by pre-empting the migration, IRM staff will have had exposure to Knowledge Management making the transition to KWorld that much easier.

4 Benefits

The benefits to be gained for IRM South Africa should a knowledge management process be implemented can be categorised as both tangible, and intangible.  There are also a number of “quick wins” that can be gained in the short term, while working towards longer term goals and solutions.

4.1 Key benefits

4.1.1 Tangible benefits

These include:

· Faster response time to client queries through access to KPMG best practice from around the world;

· An increase in the success rate of proposal submission for new work and clients. This arises through less time being spent “re-inventing the wheel” each time a major proposal is written, and more focus on tailoring the service proposal to the prospective client’s needs;

· Harnessing collective knowledge generates greater client value, hence greater client satisfaction;

· Signposts to the appropriate people the first time expertise is looked for;

· Cost reduction in respect of information gathering and retrieval: all information is in one easy-to-access area;

· A drop in the time spent and frustration experienced when searching for knowledge generated in the past;

· Faster new staff integration.  This can be achieved through an awareness campaign targeted at new joiners to ensure they are aware of available tools and knowledge within IRM.  This should be part of the mentoring process each new comer is part of;

· Provision of a global communications forum through accessible knowledge repositories from around the world;

· Support of staff development through the rewarding of knowledge sharing rather than knowledge hoarding; 

· Support of knowledge sharing across the skills units within IRM;

· Less reliance on key staff members, or people with unique skills, as these will have been formally recorded in the Knowledge Repository; and

· The firm not being “forced” to retain staff simply because of the expertise or knowledge they hold.

4.1.2 Intangible benefits

These include:

· An enhanced market perception of KPMG;

· A competitive advantage by being able to quickly leverage off previous proposal documents, and other knowledge in a competitive scenario;

· The ability to quickly develop and support new business models; and

· The ability for staff members to continually and develop into new areas of expertise.  They do not feel pressurised to become specialists in one area.

5 Costs

Currently, no additional amounts have been expended on KM, the costs involved being those of the National Office that can be considered to be “sunk” costs, as they would have been incurred in any case.

This business case has been budgeted to take one man week, or 37½ hours, at a cost of approximately R20 000.

Should the go ahead be given to move ahead with the plans for KM in IRM, then additional resources will be required.

These include:

· Additional server space to be allocated to IRM to provide sufficient space to store data;

· At least one, perhaps two, human resources seconded from IRM to assist the National Office with:

· Setting up the directory and file structures on the network;

· Data review and cleaning up data already stored on the network.  This data is particularly fragmented and a significant amount of time will need to be spent reviewing content and ensuring that only the latest copies of tools, methodologies, etc. are retained;

· Development of links and a search facility from the intranet to the network site.  An intranet, or web-based interface, is preferable to direct searching through the directory structure, as this is inline with the KWorld environment.  This should ideally be developed centrally for use throughout the firm, rather than for IRM alone; and

· Physical time taken to transfer files and data to the server once cleaned up;

· A resource to perform a filtering and approval process for the addition of new knowledge to the database/repository.  This role would also include the maintenance tasks as detailed below;

· Maintenance time, at least weekly, to ensure that data and knowledge is kept up-to-date.  This would also involve liasing with other IRM practices around the world to obtain any updates to existing knowledge.  Whilst this defeats the purpose of the planned GAN (storage of information locally, with international access) , South Africa is currently a non-KWorld’d country, and until such time as this infrastructure is implemented, it is more efficient to store useful data and knowledge locally, rather than having the files transferred via e-mail each time a staff member wishes to utilise something;

· time to evaluate work produced by IRM SA, e.g. BPA for the ABSA payments system, for inclusion in the UK knowledge repository as examples of best practice.  This serves several purposes:

· reputation gain for the South African practice through the submission of knowledge internationally;

· allows South Africa to demonstrate its leading capabilities as compared to the rest of the world’s IRM practices, and to re-iterate the reasons for being included in the top 7 IRM practices in the world;

· allow IRM South Africa to immediately gain access to the remainder of the world’s knowledge repositories once we are KWorld’d: the rationale being that unless country’s contribute to the knowledge pool they will be denied access to use and benefit from the existing knowledge base.

Crucial to South Africa’s entry into KWorld, and KM, is the sharing of information and expertise from this country.  It has already been stated at international level that countries that simply “take” and do not contribute to the knowledge base will ultimately be barred from the Knowledge Repositories.

In the long term, once South Africa has migrated to KWorld, and has fully embraced the concept of KM, at least two resources will be required within IRM:

· Knowledge Manager:

· possibly a client service manager seconded to the post for 6 to 12 months, or a permanent person responsible for Knowledge Management within IRM; and

· Knowledge Analyst:

· support staff required to co-ordinate the capture, storage and dissemination of knowledge to ensure it is readily available.

The above descriptions are extremely brief. Additional detail is provided by means of draft job descriptions in Appendix B.  As mentioned previously, South Africa will enter KWorld as part of Phase 3, which will probably take place during the Spring of 2000.  It should be also be taken into account that IRM may not have sufficient critical mass at that point to justify both a full time Knowledge Manager and a Knowledge Analyst.  This scenario is, however, considered unlikely given the departmental growth over the last 2/3 years.

In addition the following National positions for the firm as a whole will be a prerequisite for South African migration to the KWorld environment:

· Chief Information Officer;

· Chief Information Security Officer; and

· Chief Knowledge Officer.

These positions should be occupied by senior persons in the firm, preferably at partner or director level.  The Chief Knowledge Officer would also require a number of support staff to assist him in his duties.  The Knowledge Managers in each of the BU’s would report to him.

6 Challenges

6.1 Where to start?

Perhaps the most obvious challenge is where to start?  Whilst this is an extremely difficult question to answer, since South Africa will not be KWorld’ing in the next year, the decision is simplified.  

The initial beginnings of a KM process must be to garner support for the process from top management, both within the firm and IRM.  This involves “buying in” to the KM initiative, and actively marketing it within the BU.  In addition, management must be seen to be fostering and partaking in a culture of knowledge sharing as part of the drive towards a global firm, as well as the application of the KPMG creed of “turning knowledge into value for the benefit of its clients, its people and its communities” in every day life.

A good start that will provide a number of “quick wins” for the South African practice include:

· Development, in conjunction with other BU’s, of a Knowledge Repository for the categorisation of knowledge and expertise.  This must be inline with the KWorld categorisation of documents under the following tags:

· Geographical location;

· Line of business/Industry sector; and

· Service provided;

· Cleaning up and collating all tools, methodologies, templates and the like in a central repository with easy access to these, and the ability to search for specific documents using the intranet, Columbus;

· The consideration, as part of the QA process, of documents and knowledge to be collected and retained in a central repository for dissemination and re-use within the practice to avoid re-inventing the wheel.  Such documents should also be considered for submission to the UK for inclusion in the UK knowledge repository until such time as South Africa can provide a repository with global access;

· The publication of a monthly newsletter, via e-mail, and the intranet, detailing the “new knowledge, and documents available on the network space available to IRM; 

· Active involvement, including comment and feedback to IHQ through Joanna Parr on all aspects of the international rollout of KM to IRM practices; and

· The provision of additional server space to enable the practice to save, and backup client-related data onto the network, rather than allowing the retention of client data on individual laptops as is currently the practice due to lack of server space being available.  It is envisaged that a concept similar to the UK “U drive” be utilised, where a directory is provided for each IRM client.  Data is saved therein in logically arranged and labelled directories to ensure quick and easy access to files.

6.2 Cultural change

One of the biggest challenges to creating a knowledge sharing organisation are the cultural changes that need to be undertaken by all persons working in the firm.  The traditional resistance to change on such a large scale needs to be managed by the sponsors and the Knowledge Managers.  There needs to be “buy in” to the process from all persons in the firm, and the attitude that “my knowledge is what sets me apart, making me invaluable and promotable” needs to be challenged and replaced with tangible rewards for sharing of expertise and knowledge.

A knowledge organisation is founded upon four principles:

· Sharing;

· Trust and confidence;

· Open communications; and

· Learning.

In order to ensure that these four principles become entrenched within the way KPMG, and IRM operate, management practices and processes will need to be examined to ensure that staff are rewarded for team work and contributions of knowledge. Knowledge, and its sharing, must become a core competence, an integral part of the business processes. Contributions, and use, of knowledge should be recognised through the appraisal process, job review structure and the bonus scheme. Promotion should hinge upon a person’s ability to demonstrate that they are contributing, and using, the firm’s knowledge bases.

This drive needs to be led by senior management, supported by the Human Resources department, as well as Knowledge Management (once in place). Each person within KPMG must take responsibility for their knowledge contributions. Line managers and partners must take responsibility and play an active role through managing, encouraging and promoting this behaviour.

6.3 Knowledge management strategy

A KM strategy needs to be developed and documented, as well as supporting policies and processes.  Senior management within IRM South Africa would need to define:

· How knowledge sharing is embedded into the business processes of the practice;

· Ensure that the intellectual property rights contained in any knowledge stored in a repository are protected and safeguarded; and

· Policies relating to the sharing of client information.

7 Technology

No additional investment will be necessary insofar as technology is concerned.  Discussions with Richard Samson of Technology Support revealed that up to 10GB can be provided without additional charge to the practice.  It may be, however, that should the department wish to begin storing client data on a server on the office network, then additional space will need to be purchased from Technology Support.

There will be the use of the existing network infrastructure  using an intranet interface.  This interface is the subject of another National Office project to redevelop the intra- and internet IRM sites, and will not impact the technological investment here.

The aim is to provide a number of short term gains for the practice, but to keep these in line with the KWorld structures planned for implementation next year.

8 Content and maintenance

8.1 Generic knowledge

The concept of a knowledge repository states that only generic knowledge should be stored, rather than client sensitive data.  Whilst this may be true in an ideal world, client sensitive information could be stored through the use of synopses and/or extracts.  These would remove the sensitive areas, while retaining the value.

Types of data would include:

· analysis and reports in industry sectors/disciplines;

· engagement deliverables (either as is, or in “sanitised” version);

· debriefing notes, lessons learnt and success stories to encourage continuous learning;

· presentations, proposals, and best practice examples;

· standard documents and templates;

· KPMG articles, speeches and commentary;

· marketing/advertising/PR materials;

· business models and methodologies; and

· training materials.

8.2 Layout

The repository should ideally be split into three areas covering the following:

· Client information;

· including war stories, systems overviews, process models, advice, etc.;

· Engagement example information;

· arranged by service; and including:

· correspondence, engagement letters, IT risk assessments, presentations, proposals, reports, etc.; and

· Reference information; e.g.

· tools, methodologies, checklists, policies and procedures, etc.

Additional detail is provided in Appendix A to this report.

In terms of starting the South African IRM knowledge repository, it is envisaged that reference information will provide the base of the knowledge repository, with engagement information following.  

The provision for the storage of client information will probably be the last item to be provided for, given the extraordinary amount of space this will occupy.  Also, this is not seen as part of the KM process, rather it is a separate issue dealing with the storing and backing up of all client-related information onto the KPMG servers.

Within each of these categories, each document must be tagged as follows:

· Geographical location;

· Line of business/Industry sector; and

· Service provided.

Additional tags could be provided, including:

· Sensitivity indicator;

· Author;

· Expiry or review dates;

· Document type; and

· Client.

8.3 Client confidentiality

As mentioned above, only generic information should be stored in the knowledge repository.  This is addressed through client sensitive information not being stored in the repository or in the Knowledge Centre.  Rather this kind of information should be ring-fenced and stored on local servers, with access to these closely monitored.  This should be sufficient to ensure the integrity of the data stored on these servers.

It is recognised that client sensitive information could be stored within a Knowledge Repository through the use of synopses and extracts.

8.4 Maintenance and sanitation

It is important that all documents stored in the repository go through an approval process.  This is not only to ensure that only best practice documents make their way into the repository but to also ensure that client confidentiality, as previously discussed, is not breached.  This may involve a process of “sanitation” to remove all client references.

In addition, there should be a process in place to ensure proper file management.  Each document should be scheduled with a review, or “decay” date, at which point they are returned to the contributor for review, and a decision as to whether to retain, or scrap, the document.

8.5 A complete process

The process of KM must be seen in the context of a number of other information sources within and without the firm.  Filters and approval process determine what information should be available to whom, and can be viewed as in Figure 2 below.
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Figure 2

Information can be seen as flowing into the firm from numerous sources, both internal and external to KPMG.  The capturing and storing of such raw data generally will take place onto desktop PC’s or laptops, being backed up or transferred onto a number of fileservers within the firm.  There is no appraisal, or filtration process to assess the quality of information at this point.

The KM process, if successfully implemented and accepted by the firm, will on a day-to-day basis consider these information flows and will filter and organise them into a formal repository.  KM is therefore the first level of quality inspection of information within the firm.  This process is as described in this document.

Further processes consider the information stored in the repository, and through approval and publishing processes, determine what information is suitable for access by the entire firm as a whole, and finally what information is made available for public scrutiny.  The channels of publication for these information flows are the intra- and internets respectively.

9 The next steps

The path forward includes:

· The issuing of this document for comment to the senior management of IRM South Africa.  This will include the member of the IRM OpCo. Comments should be fed back to the National Office, and the deadline for these is 30 April 1999;

· The agreement from OpCo, at the May 1999 meeting for a project to be initiated to begin the process of knowledge management within IRM.  This process will be in line with the IHQ IRM programme currently under development.  This will include:

· co-opting of staff onto the project, to be overseen by the National Office;

· development of an organisational structure for KM within IRM South Africa;

· development and documentation of KM processes, including the capture, development and exploitation of knowledge

· obtaining of the storage space on the Johannesburg network.  This must, however, be available to other offices in South Africa if knowledge sharing is to be successful;

· taking a decision on the directory and file structure that the repository will take;

· data review and clean up;

· building an html interface via the intranet to access the documents contained in the repository.  This to be performed as part of the intra- and internet site re-development;

· launching of the repository to IRM South Africa.  This is envisaged to take place at the beginning of September 1999.

Phase 2, which is all likelihood may only take place during late 1999, or early 2000 will involve:

· including engagement example information;

· providing for the storage of client information on the network; and

· migration to the KWorld environment.

