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Exploratory Study - Research Findings 



Research Goal
1

How do SMEs learn in 5 

moments of needs and what 
content types are used?

2
What are their preferences and 

frustrations about current Knowledge 
sharing tools?

3 What are the main motivators, pain 

points and fears about sharing 
knowledge with colleagues?

How SMEs learn and share knowledge?
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Participants

● Product Manager
● eCommerce Engineer
● Digital Marketeer
● Technical Support
● Call center Exec
● Researcher
● Delivery manager
● Analytics Consultant
● Technical writer
● Software Architect 
● Business Analyst

Research Methods

● Interviews
● Surveys
● Secondary data



Data 
Research



SME - Interview 
Questionnaire Screener



SME Interview -
Responses



Data Consolidation – Analysis Tracker



SME Responses – Analysis & Coding using 
Affinity Mapping



Data
Findings



In this section

How do SMEs learn during 5 moments of 
need - what are the various approaches 

and content types used?



Learning Moment: NEW
Here are few top approaches adopted when learning for the first time.

1 to 1 
sessions

Procedural information is covered 
- Instructions, Step-by-step 
procedures, Troubleshooting, How 
tos, Processes

Classroom 
Training

Conceptual information is 
covered  - Facts, Definitions, 
Fundamentals

On-the-Job 
Learning

Referential/Contextual 
information is covered  -
Principles, Guidelines, Tips, 
Checklists



1 to 1 sessions/KTs Procedural information is covered 
- Instructions, Step-by-step procedures, 
Troubleshooting, How tos, Processes



On-the-Job Learning Referential/Contextual information is covered  -
Principles, Guidelines, Tips, Checklists



Classroom Training Conceptual information is covered  - Facts, 
Definitions, Fundamentals



Field Research



UX Recommendations  - DOCUMENT TYPES

Procedures Concepts

- Presentations 
(policies, company, 
project info)

- Generic blog styled 
docs with 
Product/Component 
fundamentals

Context/Referential

- How tos
- Step-by-step 

instructions
- Customer 

scenarios
- Troubleshooti

ng/ Errors -
Fixes

- Audio/Video 
authoring 
templates for 
instructions/ta
lks

- Guidelines
- Tips
- Dos and Donts
- FAQs
- Point of contacts 
- ( Experts&Peers Directory/Skill spreadsheet) 
- Access Details (user accounts/environment det)
- URL Links (of documents and repositories)
- Presentations (Proposals/Findings/Process 

templates)
- Diagrams (Flow charts, process flows, 
- architectural & class diagrams)
- Samples API/Code snippets



Data 
Analysis



Learning 
Moment: 

SOLVE

(When things go 
wrong)



Learning Moment: SOLVE
How do you share the fix/solution you have used to solve the situation? 

01    | Email 

02    | Update documents in wikis/repositories 

03    | Broadcast to the team via messengers like  Yammer 

04    | Lessons Learnt Meet ups



UX Recommendations - SOLVE

After Google, asking the experts/peers in the 
company is the most common approach.Hence, 
procedural templates along with a referential point 
of contact will be useful.

Experts/ Peers Directory  (or) 

Skill spreadsheet 

Email/Messenger integration 

with the authoring tool and 
knowledge repository. 
(Sharing is embedded in the 

workflow. )

01 02
PROCEDURAL DOCUMENT 

TYPES
(How to’s, Troubleshooting, Step-
by-Step,  Scenarios etc)

03



Learning Moment: 

MORE

(When wanting to learn 
more)



UX Recommendations - MORE

01 02 

Experts/ Peers Directory  (or) Skill 

spreadsheet - (that has – “who- is- good- at-
what” and contact details)

PROCEDURAL DOCUMENT TYPES

REFERENTIAL DOCUMENT TYPES

Most common approach is to learn 
from experts/peers



Learning 
Moment: 

CHANGE

(When things 
change)



UX Recommendations - CHANGE

Most common approach is to learn 
from an expert/peer, followed by self-
learning by trial & error

Experts/ Peers Directory  (or) Skill 

spreadsheet - (that has who- is- good- at-
what and contact details)

PROCEDURAL DOCUMENT TYPES

REFERENTIAL DOCUMENT TYPES

01 02 



In this section

What do SMEs like and dislike in current 
Knowledge sharing tools? 

All  of them mentioned  KM Tools like Jira, Confluence, Wiki, Atlassian, Box and 
none referred  any of the elearning authoring tools. 



WHAT DO YOU LIKE ABOUT A KM TOOL?



UX Recommendations

0
1 

Searchable

Provide Indexing and organized tree stuctures

0
2 

Collaborative

Provide Co-authoring, Co-maintenance, Peer 

reviewing, version control

0
3 

Linking Related Documents

Provide robust Tagging



WHAT 
ANNOYS
YOU ABOUT A 
KM TOOL?



UX Recommendations

0
1 

Bad Search

Fix indexing

Enable Search by author, keyword, topic

0
2 

Information overload

Enable Topic level Subscription

Allow Customizable structures - build your 

own tree 

0
3 

Poor Maintenance

Include Version control

Remain Compatible with other file types

Embed it in the flow - for ex: email integration



In this section

What are the perceptions around 
knowledge sharing - what motivates 

SMEs to share knowledge and what are 
the fears/painpoints NOT to share 

knowledge?



Why do SMEs share Knowledge? 

Motivators



Why DONT SMEs share Knowledge? 



UX Recommendations 

How can our product address their main motivations and 
Fears?  #BRAINSTORMING

EXAMPLE:

Recognition/Credit/Visibility  - Include Author’s name (which is already in 

place?) 

- Display No. of likes, No.of Shares, NPS scores 

- Make it part of annual appraisal 

Motivation Product



Thank you.


