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Aim is to emphasise that:

ÅService delivery is human centric (personal / tacit knowledge)

ÅTechnology is transforming the sensemaking process of service 

delivery (with the focus on evidence-informed decision making and explicit knowledge)

ÅWe are in the midst of a huge transformation, where practitioners 

and technologists will need to come together more effectively 
(mixing and matching personal / tacit / explicit knowledge)

ÅWe are grappling with the challenge of “outcomes and social 

impact”

Establishing an information management system integrated with a digital workflow so as to 

best manage client and organisational information

Objective is to highlight that:

ÅTo build a digital workflow culture within the community sector 

there is a need for new expressions of governance and 

partnership

http://www.vcoss.org.au/index.htm


Is there a workflow problem?

Three background articles to give extra context.

VCOSS Congress paper 2007: http://tinyurl.com/yuby5m

Part 1: Introduction to the Interoperability Working Group

Part 2 Cooperative Federalism, Social Inclusion and Interoperability

These papers reflect the knowledge of sector practitioners and the sorts of thinking that

have gone into scoping the nature of the problems in relation in ICT infrastructure

The VCOSS Interoperability 

Working Group discussion paper 

downloadable here

Back to basics

http://tinyurl.com/yuby5m
http://www.doingitbetter.net.au/docs/interop1-intro.doc
http://www.doingitbetter.net.au/docs/interop2-cooperative_federalism.doc
http://www.doingitbetter.net.au/docs/iwg-positionpaper.pdf
http://www.vcoss.org.au/index.htm


Some background resources about the 

nature of print –electronic convergence

Vines, R. 2006a. In -house printing to Document Workflow. A guide for the better serving of readers, 
users and knowledge workers in an era of communications and digital media convergence. White Paper, 
Network of In -house Print Professionals, Australasia, Canon Australia. - http://tinyurl.com/5j2ql4 .

Vines, R., Hall, W.P. 2007. ñRiding the waves of technological convergence in the media publishing 
industriesò, Printers Post - http://tinyurl.com/lk338c .

Vines, R. 2004. An analysis of the effectiveness and value of having a centralised print / copy facility 
within an organisation. Canon Australia. White Paper prepared for the Network of In -house Print 
Professionals - Australasia - http://tinyurl.com/cmcxgu . 

Print and electronic convergence in large complex enterprises 
(and sectors)

The challenges of multiple quality standards and Interoperability 

Vines, R. McCarthy, G., Jones, M. August 2009 . Decreasing the Burden - Increasing the Impact .
Enabling the growth of quality -knowledge within the Victorian Community Sector . Report
prepared for the Office for the Community Sector . DPCD Melbourne .
http : //tinyurl .com/yjlu 6 bx

Back to basics

http://www.vcoss.org.au/index.htm
http://tinyurl.com/5j2ql4
http://tinyurl.com/lk338c
http://tinyurl.com/cmcxgu
http://tinyurl.com/yjlu6bx
http://tinyurl.com/yjlu6bx
http://tinyurl.com/yjlu6bx
http://tinyurl.com/yjlu6bx
http://tinyurl.com/yjlu6bx
http://tinyurl.com/yjlu6bx
http://tinyurl.com/yjlu6bx


Productivity Commission report

The tranformational stretch?

http://www.pc.gov.au/projects/study/not-for-profit/draft

The focus on IM and knowledge systems

Back to basics

http://www.pc.gov.au/projects/study/not-for-profit/draft
http://www.pc.gov.au/projects/study/not-for-profit/draft
http://www.pc.gov.au/projects/study/not-for-profit/draft
http://www.pc.gov.au/projects/study/not-for-profit/draft
http://www.pc.gov.au/projects/study/not-for-profit/draft
http://www.vcoss.org.au/index.htm


Quality management forms a part of an overall approach to strengthening 

knowledge capacity

Knowledge capacity is best understood as the means by which the quality of 

decision making and innovation is continuously enhanced. 

[The focus is on distributed decision making capacity (not centralised procedural type decision making].

The objective is to increase the efficiency and effectiveness of generating 

solutions to problems and to support the adaptive capacity to implement, monitor 

and improve the effectiveness of solutions

Exploring the relationship between quality 

management and knowledge management

Domain inter-relationship

http://www.vcoss.org.au/index.htm


Plan
(Sensemaking / 

decision options / 
program logics)

Monitor
(Data and 

information agenda) 

Evaluate
(Single and 
double loop 

analysis)

Decision 
support 
system

Client outcomes 
and social 

impact

Taking actions with 
the end in mind

Adaptive capacity

Decision 
to act

Building Knowledge Capacity
at the Community Services Organisation (CSO) level

Domain inter-relationship

http://www.vcoss.org.au/index.htm


Building Knowledge Capacity
at the CSO level

Organisational
mindfulness

Human

Centric

ICT 

solutions

The socio-technical organisation

Domain inter-relationship

This cycle occurs at multiple levels of context

http://www.vcoss.org.au/index.htm


Building Knowledge Capacity
at the CSO level

Shine a spotlight on 

areas of emergence

How mindful are we in our organisational work?

Domain inter-relationship

Human

Centric

ICT

solutions

http://www.vcoss.org.au/index.htm


Building Knowledge Capacity
at the CSO level

Shine a spotlight on 

areas of emergence

How well are we fairing in 
this matter on knowing 

what might be the social 
impact of our programs? 

How mindful are we in our organisational work?

Domain inter-relationship

http://www.vcoss.org.au/index.htm


Building Knowledge Capacity
at the CSO level ïdiscussion

1ð2ð3ð4ð5ð6ð7

How would you describe your ICT solutions that contribute to providing 

data and Information about client outcomes and social impact?
Record one word that comes to mind

Very poor Excellent

Domain inter-relationship

http://www.vcoss.org.au/index.htm


Building Knowledge Capacity
at the CSO level ïdiscussion

1ð2ð3ð4ð5ð6ð7

How would you describe your organisation’s planning capacity in relation 

to reporting on client outcomes and social impact
Record one word that comes to mind

Very poor Excellent

Domain inter-relationship

http://www.vcoss.org.au/index.htm


Building Knowledge Capacity
at the CSO level ïdiscussion

How would you describe your organisation’s systematic use of data and 

information to support the continuous improvement of your organisation’s 

activities? Record one word that comes to mind

1ð2ð3ð4ð5ð6ð7

Very poor Excellent

Domain inter-relationship

http://www.vcoss.org.au/index.htm


Building Knowledge Capacity
at the CSO level

How many years would you estimate it will take for your organisation to be 

able to claim it is systematically contributing to knowledge capacity?

Cannot say      1 year      2 years       3 years       4 years       over 5 years

Record one word that comes to mind

Domain inter-relationship

http://www.vcoss.org.au/index.htm


1ð2ð3ð4ð5ð6ð7

How would you describe your ICT solutions that contribute to providing data and 

Information about client outcomes and social impact?

Very poor Excellent

How would you describe your organisation’s planning capacity in relation 

to reporting on client outcomes and social impact

How would you describe your organisation’s systematic use of data and 

information to support the continuous improvement of your organisation’s 

activities?

How many years would you estimate it will take for your organisation to be 

able to claim it is systematically contributing to knowledge capacity?

Cannot say      1 year      2 years       3 years       4 years       over 5 years

Summary of questions for breakout discussions

Knowledge capacity is best understood as the means by which the quality of decision making and innovation is 

continuously enhanced. [The focus is on distributed decision making capacity - not centralised procedural type 

decision making].

The objective is to increase the efficiency and effectiveness of generating solutions to problems and to support the 

adaptive capacity to implement, monitor and improve the effectiveness of solutions

http://www.vcoss.org.au/index.htm


Do our current quality systems 

contribute to knowledge capacity?

http://www.vcoss.org.au/index.htm


Visualisation of the different standards

Disability

HASS

FRSP

Family 

services

HACC

Source: BISQAS project

2005

2006



Cross linking of the “see also” relationships

This represents 

only about 40% of 

the complexity

Source: BISQAS project



Cross mapping of possibilities 

to re-use evidence

Acknowledge the efforts 

of other members of the 

BISQAS project team:

ÅGavan McCarthy

ÅMichael Jones

ÅMark Graham

ÅJoanne Evans

ÅAilie Smith

ÅHelen Morgan

ÅSimon Porter

From the University of 

Melbourne eScholarship 

Research Centre

Also thank you to Chris 

Kirk (Exact Data) for his 

intellectual contribution 

to this thinking

Source: BISQAS project



Building Knowledge Capacity
at the SECTOR level

National impact Statewide impact

Regional impact Catchment impact

http://www.vcoss.org.au/index.htm


The world of digital media 

convergence and the 

Community sector

Why is this issue important?

For example

ÅWhat stake will the community sector have in the 

national broad band infrastructure?

ÅWill the sector have a place at the governance level?

ÅCan the knowledge capacity of the sector be 

strengthened?

http://www.vcoss.org.au/index.htm


E-text convergence

and the notion of markup

http://www.vcoss.org.au/index.htm


MEMO

TO:    David

FROM: Robert

SUBJECT: Meeting tomorrow

DATE: October 29, 2009

Can we meet to discuss the next stage of the project

Example: visual manifestation

What would you do if you wanted to send this memo (authored in MS word) 

to a PDA somewhere in the world?

The notion of markup

http://www.vcoss.org.au/index.htm


[FIXED FORMAT] MEMO

TO:    =First name

FROM: = Last name

SUBJECT: = Subject

DATE: =Meeting date

[Fixed format] Can we meet to discuss the next stage of the project

Example: Data base approach

The notion of markup

http://www.vcoss.org.au/index.htm


<memo>
<front><to>David</to>

<from>Robert</from>
<subject>Meeting tomorrow</subject>
<date day="29" month=ñOct" year="2009"/>

</front>
<body><para> Can we meet to discuss the next stage of   

the project?</para>
</body>

</memo>

start tag

end tag

Markup approach
Well formed XML –involves both syntax and semantics

The 

rules
about the 

definitions of 

tags is what 

XML schemas 

do. Negotiated 

agreements 

about schemas 

can be 

published as 

standards

The notion of markup

Memo schema consists of:

To, From, Subject, Date, Para

Front, Body

http://www.vcoss.org.au/index.htm


Reminder of objective

To build a digital workflow culture within 

the sector there is a need for new 

expressions of governance and 

partnership

http://www.vcoss.org.au/index.htm


Sector based knowledge 

management

CSO based schemas –data dictionaries

Feedback loops

Feedback loops

Sector based standards –data dictionaries

Feedback loops Feedback loopsThese are theories that provide data as 

a decision support system

The KM principle: theories are fallible and need to continuously reviewed 

based on the evidence of what works in the world

http://www.vcoss.org.au/index.htm


Passage of time

Building 

knowledge 

capacity 
(increasing the impact)

Upgrading to 

new 

standards 

through time

Systematic 

collation of 

current and 

evolving 

evidence

Linking to a 

research 

agenda and 

testing the 

evidence base

Authoritative 

location of 

standards and 

regulationsDefined 

publishing 

schemas as 

standards

Feedback 

loop

Feedback 

loop Feedback 

loop

Feedback 

loop

Feedback 

loop

The idea of constructing quality-

knowledge (Through time)

Source: BISQAS project

http://www.vcoss.org.au/index.htm


Governance and partnership

http://www.vcoss.org.au/index.htm


Thank you

Richard Vines

0417 104 144

http://www.vcoss.org.au/index.htm

