R uick Webinars

Skill Building for NASA’s Technical Workforce

Sustaining Knowledge Through

Transitions
A Guide to Mitigate Knowledge Loss and Support Teams

Thank you for joining us!

« All microphones and cameras have been disabled.

» Use the chat tool to make comments and ask questions.

« Type a “Q” before your question for easier identification.

» Today’s session is being recorded and a link to the video and slides will be provided
to everyone a few days after the webinar.

* Feel free to click on our APPEL KS resource hyperlinks before the webinar begins.
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Webinar begins at 1pm Eastern Time -k Webinars

ill Building for NASA’s Technical Workforce

Quick Webinars

APPEL Knowledge Services offers a varied series of one-hour webinars to
meet the needs of NASA's technical workforce on a range of topics. Recorded
sessions from each series are available on the series page linked below. Quick
Webinars and recordings of past sessions are exclusively for a NASA only
audience and require NASA credentials to access.

Subscribe to Quick Webinars

Interested in past Quick Webinars and slides?
NASA Quick Webinar Recordings and Archives
(NASA Only — try turning on your device’s VPN if you have access issues)
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https://appel.nasa.gov/subscribe/
https://appel.nasa.gov/watch-listen-learn/quick-webinars/

Webinar begins at 1pm Eastern Time @ uick Webinars

Skill Building for NASA’s Technical Workforce

Recent Episodes

EPISODE 156: A NEW ERA OF X-RAY ASTRONOMY WITH IXPE

IXPE, or the Infrared X-ray Polarimetry Explorer, is NASA's first
space telescope dedicated to studying X-ray polarization from
extreme objects like black holes and quasars.

EPISODE 155: RISK MANAGEMENT AT NASA

Big or small, we all take risks nearly every day. But how does
NASA manage it? Dr. Mary Skow, NASA's first agency risk
management officer, explains.

View all episodes

PPEL |<OW5PeE 5



https://appel.nasa.gov/podcast/
https://appel.nasa.gov/podcast/
https://appel.nasa.gov/podcast/
https://appel.nasa.gov/podcast/
https://appel.nasa.gov/podcast/episode-155-risk-management-at-nasa/
https://appel.nasa.gov/podcast/episode-155-risk-management-at-nasa/
https://appel.nasa.gov/podcast/
https://appel.nasa.gov/podcast/
https://appel.nasa.gov/podcast/

Webinar begins at 1pm Eastern Time

‘R uick Webinars

Skill Building for NASA’s Technical Workforce

INSIGHT Digital Publication

INSIGHT is a monthly digital publication released by NASA's APPEL

Knowledge Services. INSIGHT features articles and videos on topics such

as NASA project milestones, engineering accomplishments, project
management (PM) activities, and knowledge management efforts.

Subscribe to INSIGHT

Latest INSIGHT Articles (click on links to view the articles)

Parker Solar Probe Making Closest Passes to the Sun
This Month in NASA History: Skylab Takes Shape
« NASA Spacecraft Takes Images of Asteroid

« NASA’s PUNCH Mission Will Look for Clues about the Solar Wind

December 2023

NEW
a7 £ Episode 121: The Artemis and Ethics
. ’ Report Explained
in this epiaode, we chat with Dr, Zach Prtie, a policy

s J !
X for NASAYS Ottice of Technoiogy, Policy and Strategy about
NASAY Artema and EIhos workalhop, which explored the

CEANT T T s e
Recent Articles

NASA Prepares for First CLPS
Missions

Commercial landers will deliver
science payloads in 2024

Read Article

NASA Marks Anniversary of
Joining Unity and Zarya

In live Q8A session, the astronauts of
ISS Expedition 70 discuss the
challenges of weightlessness and the
joy of watching ightning from space

Read Article
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Learning Objectives

» Know how to recognize critical knowledge in yourself and others
» Understand strategies to maintain knowledge continuity
* Respond to rapid transitions and sustain team knowledge



What is Critical Knowledge?



APPEL|<2%s2es

Critical Knowledge at NASA

“It is NASA policy to: effectively manage the Agency's technical and
program/project management knowledge to cultivate, identify, capture,
retain, utilize, and share knowledge in order to continuously improve the
performance of NASA in implementing its mission...”

NPD 7120.6a, section 1.a.1



NASA Knowledge Community

Chief Knowledge Officer
Tiffany Smith

Goddard Space Flight
Center

Moses Adoko

Marshall Space Flight
Center

Josh Whitehead

Office of Safety and
Mission Assurance

Mike Lipka

Aeronautics Research
Mission Directorate

lan Boyd

Independent
Verification and
Validation

Jeff Northey

NASA Engineering and
Safety Center

Jim O’Donnell

Science Mission
Directorate

Michael New

Ames Research Center
Tara Samuels

Jet Propulsion
Laboratory

Michelle Drabik

NASA Engineering
Network

Daniel Hoffpauir

Scientific and Technical
Information (STI)
Program

David Kelldorf

Armstrong Flight
Research Center

Mark Davis

Johnson Space Center
Jim Rostohar

Office of
Communications, NASA
History Division

Brian Odom

Space Operations
Mission Directorate

Zudayyah Taylor-Dunn

Exploration Systems
Development Mission
Directorate

Devin Harrison

Kennedy Space Center
Michael Bell

Office of the Chief
Health and Medical
Officer

Mark Weyland

Space Technology
Mission Directorate

DEVRYVENE S

https://appel.nasa.qgov/critical-knowledge/nasa-knowledge-community/
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Glenn Research Center
George Santosuosso

Langley Research
Center

Kevin Rivers

Office of the Chief
Human Capital Officer

Donna Queen

Stennis Space Center
Thomas Jacks
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How to Select the Right Tool or Approach
* Time available for transition

« Demands and commitments A

* Length of experience
 Level of specialization

* Overlap with colleagues
 Available documentation

Key Objective:
Understand How Knowledge Was Applied .
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Some Ways of Maintaining Individual Knowledge

* Portfolio-Based * Process-Oriented
« Job Books/Continuity Books » Checklists
« Knowledge Stewards  Points of Contact

e Narrative » Calendar Review
- Video Interviews * Chatbot or Form
» Letter to Successor * Open-Ended
 Transcript of Reflections * Ask Me Anything
« Webinar or Lecture * Drawings

 Exit Interviews « Maps

13
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Practice Scenarios

PPEL |<OWEPSE 4,




pPEL‘ KNDWLEDGE

VI CE

Scenario 1

* Portfolio-Based * Process-Oriented
« Job Books/Continuity Books + Checklists
« Knowledge Stewards * Points of Contact
e Narrative  Calendar Review
- Video Interviews * Chatbot or Form
« Letter to Successor * Open-Ended
 Transcript of Reflections * Ask Me Anything
- Webinar or Lecture - Drawings . Spocilbed xbertise
 Exit Interviews * Maps *  Highly matrixed

* 4-6 hours available

15
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Scenario 2

* Portfolio-Based * Process-Oriented
« Job Books/Continuity Books + Checklists
« Knowledge Stewards * Points of Contact
e Narrative  Calendar Review
- Video Interviews * Chatbot or Form
« Letter to Successor * Open-Ended
* Transcript of Reflections « Ask Me Anything . 10 years NASA. 15
» Webinar or Lecture * Drawings industry
. . * Multiple projects
* EXit Interviews * Maps «  Member of analyst team

e 20 hours available

16



Scenario 3

* Portfolio-Based

« Job Books/Continuity Books

« Knowledge Stewards

* Narrative
 Video Interviews
 Letter to Successor
 Transcript of Reflections
* \Webinar or Lecture
 Exit Interviews

* Process-Oriented
 Checklists
* Points of Contact

 Calendar Review
e Chatbot or Form

» Open-Ended
* Ask Me Anything
* Drawings
* Maps

APPEL |<¥QW-EReS

« 3 years at NASA

« Many different functions
« Stretch assignment

« Limited time available

17
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Knowledge Continuity Guides: Advice for the
Supervisor, Incoming, and Departee

Supervisor Guide

o) N i

NASA Knowledge Capture and Transfer:
A Guide for Supervisors

STANDING ON THE SHOULDERS OF GIANTS...

In the next few yoars, NASA Is anticipating an attrition of talent due
10 retirements and other transitions. The experiences and knowledge
heid by these valuable members cannot be easdy replaced. This guide
was made 10 help supervisors, progrivn managera, and projoct man
agers fake steps lowards retaining organzational knowledpe held by
relirees and other transdioning members 10 ansure their contributions

fo space exploration are not forgotten but instead bult upon

STEP 1: SET THE CULTURE
Page 2

Masas
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WppOnt &

STEP 2: KEEP KNOWLEDGE CURRENT
Page 3

nderstand T avadable tocks and Sechrigues 10 captiee

N PO AN T

3 of & Gecadws long Caree

STEP 3: MAINTAIN KNOWLEDGE
THROUGH TRANSITIONS

Page 4

Viher CenartuTes aw et for retremenct o trarm

10 (rONtTe Tha mOM Cra ANOWSOON

ad CAPHITe e GACY Delfore Ty wave

Incoming Member Guide

W PPEL tromsis

NASA Knowledge Continuity:
A Guide for the Incoming Member to NASA

STANDING ON THE SHOULDERS OF GIANTS..

Many glants have come before you! This guidie was made 10 help a
now NASA employee or person moving into a new position gather
knowledge. Use this guide to faciitate a smooth transition, increase
productivity, and leam from the sxperiences of those before you.

LONG OVERLAP
A LONQ Cverap with your successor i ideal! Reguest 10 Shadow your Hrec e

* Use the checkint on page 2 10 facitate your GIsOUssIons and SOrmulate the QUestons you want 10 ask

* AlBend Meetings & ith your PreGUror and graduslily Lase 0N & MONe actve role
* Aak 50 be CC'd on comeapondence relating 10 yYOUr New DONHON

Roguest that your precarsor talk through thelr ought processes dutng dally actvities

QUICK TRANSITION

Mt yous oy 9ot & Gy Or fwo 10 Comgmto e tarmter 7w Achedse # 8/t JOWn 1) rosow P checkia?

Ask where iInformation is documented and how 10 access it Dut foous the dacumson 0N Mowledoe

N1 CANNOL DO AGUNd In Wrring Of INM yOu CANNO! raad About aser

Qet recommendations 10 Gther DECEre 1 your arganset 10 lean on when you heve Questcns
NO OVERLAP

28INg DOATI® A SLCCESSOr Starts

o & continuity DOOK KEQItl Or Drintac) Of CINGr FESOLTe AVERatie that NCILGes FRONMANOS

Yo (s Checkls

Departee Guide

w PPEL ANUWLEDLL

NASA Knowledge Continuity:
A Guide for the Departee

STANDING ON THE SHOULDERS OF GIANTS..

Your exporiences and knowfedge cannot be oaally replaced!
s guide was made 10 help a NASA member who Is planning
1o retire or transition to a new position take steps fowards
passing on tholr knowledge to ensure their contributions
are not forgotten but instead bullt upon

LONG OVERLAP

A 1000 Cverlap with your sucoessdr (n ilal! Use the chackist 0n page 2 10 Craate & plan 4or shadowing
and menornng

+ Bng yOUr SUSCERMO 10 MOotings and MClude them on Conmmapondence. Over thme, aliow hem %
M ON (MO0 s pOratd tes

+ Tatk through your thought processes duarng

QUICK TRANSITION

MaryDio you Onty 00l f Gty O Wi with your succesaor. Il 50, schedhie & St dawn 10 review this checkiist
Comslonr how your suooesacs will Tind nformation about the job sfler you eave

¢ Podnt them 1o writhen Qusanae or Ot DOORI 1 YO ORI ZEDON 10 lean 0 whwn they have

Jestons afied you eeve
Leaving belone a suocessar Ninrts
wskder Creating & continuity book [gtal or prwvied) that inchades all the iInformation troem thes
chachist
+ Crons train someons olse i your OMEaZalon werg Yus Checkast 1 the gap
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Which way is best?

The way that works!
S
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How can we sustaln knowledge in our teams’?
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SSSSSSSS S Sustaining Knowledge
Through Transitions

1. Assess Current Status
» Coordinate departures to the extent possible
» Assess the gaps
* Inventory commitments and current team knowledge

2. Establish Knowledge-Focused Practices to Provide
Support
* Develop consistent lines of communication
* Provide knowledge supports

ustaining Knowledge
S g 9 * Highlight resources

Through Transitions Guide
3. Maintain Knowledge-Sharing Activities for Long-Term

Value
_ _ » Reinforce good practices for knowledge sharing among the team
Created with the input of . L .
the NASA CKO Community « Sustain knowledge continuity through future transitions

21
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https://nasa.sharepoint.com/:b:/r/sites/oce/Office%20of%20the%20Chief%20Engineer/Sustaining%20Knowledge%20Through%20Transitions%20Guide/Sustaining%20Knowledge%20Through%20Transitions.pdf?csf=1&web=1&e=8saELz
https://nasa.sharepoint.com/:u:/r/sites/oce/SitePages/Sustaining-Knowledge-Through-Transitions.aspx?csf=1&web=1&e=ngKdNG
https://nasa.sharepoint.com/:u:/r/sites/oce/SitePages/Sustaining-Knowledge-Through-Transitions.aspx?csf=1&web=1&e=ngKdNG

1 Assess Current Status

0-30 days | Gather knowledge and determine how to move forward
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Assess Current Status

Coordinate Determine key processes and activities of departing member and coordinate
Departures with the team.

Review NASA OCIQ'’s best practices for offboarding and the accompanying
Microsoft 365 Offboarding Checklist to maintain shared information resources.

Assess the Gaps |dentify expertise gaps within a few weeks of departure. Consider experience,
relationships, and policy/process knowledge.

Conduct a knowledge audit or inventory to surface high-priority gaps.

Inventc_>ry Review departing member's activities and identify areas others can cover.
Commitments Ensure broad awareness when 1:1 transfer of responsibilities is impossible.

Use a knowledge map if you need help describing different roles.

23


https://nasa.sharepoint.com/sites/cio/SitePages/Microsoft-Copilot-365-Best-Practices.aspx
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https://www.apqc.org/resource-library/resource-listing/getting-started-knowledge-mapping
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Assess Current Status: Questions to Ask

* What will break if the departing team member is not there?
« What unique knowledge does the departing team member have?
« What specialty areas were affected by recent departures?

* What expertise is available among the team and what knowledge do we
have in place to sustain any gaps?

« What is the team’s current knowledge and expertise versus the knowledge
needed to meet commitments?

» Are there knowledge transfer artifacts or known processes that can help the
current team?

24



2. Establish Knowledge-F6éUsed Practices

15-60 days | Help your team members resolve knowledge gaps together and on their own
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Establish Knowledge-Focused Practices

Develop Hold regular team meetings to review challenges, get feedback, and engage
Consistent Lines  group knowledge.

of

Communication Design meetings intentionally, document discussions, and distribute notes to

ensure everyone benefits from the conversation.

Provide Develop a strategy to ensure critical knowledge is available to the team.
Knowledge
Supports Support people in stretch assignments and help them recognize limitations

Limit low-value tasks and divide excess work assignments where possible.

Highlight Inventory knowledge documentation and identify any remaining barriers to
Resources desired team expertise.

Identify resources for people in new roles, such as points of contact, experts,
training, mentors, cross-training opportunities and documentation.

26


https://appel.nasa.gov/2024/05/09/a-guide-for-capturing-knowledge-and-lessons-learned-in-meetings/
https://appel.nasa.gov/wp-content/uploads/2018/04/Developing-KM-Plan_12-6-2023.pdf
https://appel.nasa.gov/wp-content/uploads/2022/03/kct-incoming-member-guide.pdf
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Establish Knowledge-Focused Practices:
Questions to Ask

« How can you best elicit feedback from the team?

* What is the best way to distribute meeting outcomes for the team?

* Do you have strong communication lines with all team members in
order to receive requests for support?

* Do team members recognize their limitations and know how to request
help?

* Are there remaining barriers to knowledge continuity that can be
resolved through training, networks, experience, or task
rearrangement?

* Where should someone go first with questions? Is there a way to
request the “collective knowledge” of the team?

27
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3. Maintain Knowledge for Long-Term Value

60-90 days | Reinforce whats worklng and integrate knowledge maintenance into everyday work

= - N
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Maintain Knowledge for Long-Term Value

Reinforce Good Celebrate knowledge sharing efforts by the team and highlight progress
Practices in meetings.

Support learning opportunities with experts and guest speakers.

Try working openly to support knowledge transfer.

Sustain Capture knowledge as part of normal work activities and embed
Knowledge knowledge sharing in existing processes.
Continuity

Highlight examples of how team knowledge sharing solves problems.

29


https://appel.nasa.gov/2024/11/18/working-openly-for-effective-knowledge-transfer/
https://nasa.sharepoint.com/sites/oce/SitePages/Knowledge-Capture-and-Transfer.aspx
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Maintain Knowledge: Questions to Ask

« What are our team’s shared stories?

* Where can we highlight and store our team’s lessons learned and
pest practices?

 How can we build into our normal work routines improved

Knowledge sharing and capture to mitigate future team
disruptions?

 How do we celebrate and recognize the team’s capture of crucial
knowledge?

30
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Knowledge Sharing Action Plan

Action Plan Elements Short-Term Goal Long-Term Goal

Goal: What knowledge do you want to share?

Context: In what situation would it be
relevant/useful?

Action: What specific action(s) will you take in
that context to support your goal?

Resources: What resources do you need?

Success Criteria: How will you know you've
been successful?

Timeframe: By when do you need to achieve
success?

Adapted from: https://appel.nasa.gov/wp-content/uploads/2018/03/Action-Plan-Template 20180221.pdf

31
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* What are some best practices
you have seen, experienced, or
Implemented that have helped
you learn a new job or role”?

Please share with the group Iin
chat!

32



SPPEL |€¥QWERSs

Additional Support

For support, examples, and templates, contact your Center or

Mission Directorate Chief Knowledge Officer or the NASA Chief
Knowledge Officer team.

33
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Q & A — What are your questions?

Webinar Feedback: Please click here to take a short four question
survey on today’s webinar.

Interested in past Quick Webinars and slides?
NASA Quick Webinar Recordings and Archives

(NASA Only — try turning on your device’s VPN if you have access
issues)

34
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