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Today’s Learning Objectives

• (1) Mitigate the loss of institutional 
knowledge using KM when employees 

change jobs or retire
• (2) Explore how to prepare for and 

respond to emerging trends
• (3) Ensure continuity of operations and 

how to maximize effectiveness and 
efficient use of resources



American Association of Airport Executives (AAAE) 

1.0 Continuing Education Units (CEUs) 
are available to Accredited Airport 

Executives (A.A.E.)

Report your CEUs: 
www.aaae.org/ceu

http://www.aaae.org/ceu


American Institute of Certified Planners (AICP) 

1.5 Certification Maintenance Credits

You must attend the entire webinar to be 
eligible for credits

Log into the American Planning Association 
website to claim your credits



Questions and Answers

Please type your questions into 
your webinar control panel

We will read your questions out 
loud, and answer as many as 
time allows

#TRBwebinar



Frances D. Harrison
Principal Investigator

 Co-Founder and Chief 
Technical Officer, Spy Pond 
Partners, LLC

 Specialize in Transportation 
Data/Info/Knowledge 
Management 

 B. SC., Civil Engineering, MIT 
1978

 M. Eng. Civil Engineering-
Transportation, University 
of California, Berkeley 1980
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ACRP Project 01-49 Objectives
Develop a guidebook for facilitating knowledge 
management in airports:
• Practical approaches & solutions
• Easily implementable

Project Objectives
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Target Audiences

Airport 
Manager/Deputy 
Manager

Mid- and Line Managers:
• Planning & Development
• Maintenance & Facilities
• Operations & Security
• Financial Management

Human Resources, 
Workforce 
Development, 
Organizational 
Development Leads

Information 
Management Leads

Target Audiences
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Maryland Aviation 
Administration/BWI 
Airport

Hillsborough County 
Aviation Authority

Westfield Barnes 
Regional Airport

Kansas City 
Aviation 
Department

Albert J. Ellis Airport

West 
Houston 
Airport

Florida DOT Aviation Office

Stakeholder Engagement
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Knowledge Management

A deliberate and systematic process to create, capture, 
share and leverage the essential knowledge needed for 
success.

Strategy: identify & 
proactively address 
risks, opportunities 

and gaps

Collaboration: 
foster person to 

person knowledge 
sharing

Learning: capture 
lessons from past 
activity and use to 

improve

Transfer: Identify 
and transfer critical 

knowledge from 
departing employees

Retention: maintain 
and share 

documentation of 
mission-critical 

knowledge
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Manage 
impacts of 
employee 
turnover

Disruption

Loss of “Know 
How”

Loss of 
Relationships

Prepare for 
and respond 

to change

New 
Technology

Regulatory 
Changes

Demand 
Patterns

Ensure 
continuity of 
operations

Chronic 
Stressors: 

cyber threats, 
labor 

shortages

Acute Shocks: 
weather 
events, 

incidents

Maximize 
effectiveness 
& efficient use 
of resources

Learn & 
improve based 
on experience

Standard 
processes

Adaptable and 
flexible 

workforce

Why Airports Need Knowledge 
Management
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The Airport KM Guide is 
organized into five 
chapters:
I. Introduction
II. Knowledge 

Management for 
Airports 

III.Implementing KM
IV.KM Techniques 
V. Resources

Guide Overview
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Step 1. Identify KM Drivers

 Identify airport strategic goals to be 
addressed by KM initiatives.

 1. Improve agility and readiness for future 
changes. 

 2. Sustain airport effectiveness despite loss 
of key employees. 

 3. Sustain overall workforce effectiveness as 
turnover occurs. 

 4. Improve internal efficiencies. 

 5. Ensure consistency and compliance with 
regulatory requirements. 

9 Step Implementation Process
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Step 2. Assess Risks

 Identify specific risks to be mitigated 
through KM initiatives.
 Disruption of normal operations 

 Project delays

 Inconsistent application of safety and security 
best practices

 Disruption of established relationships

 Negative audit findings due to lack of back up 
documentation

9 Step Implementation Process
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Step 3. Identify Gaps
 Identify what KM activities are currently 

being done:

• Knowledge Capture, Documentation 
and Re-Use 

• Person-to-Person Knowledge Transfer 
and Learning

• Information Management 

• Workforce Management 

• Learning Culture

9 Step Implementation Process
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Step 4. Develop KM Action Plan

 Identify and prioritize KM strategies to 
implement at your airport based on goals, 
risks and gaps.

Category Strategy Technique

Implementation Planning

Knowledge Capture, 
Documentation and Re-Use

Person-to-Person Knowledge 
Transfer and Learning

Information Management

Workforce Management

Learning Culture

9 Step Implementation Process
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Step 5. Assign KM Roles
Identify individuals who will sponsor, 

lead and support KM activities.

• Highly dependent on airport size and 
KM scope

• Essential to have a KM Lead 
• Lead can be in Airport Administration, 

HR, Strategic Planning, Innovation, 
Organizational Development

• Helpful to have a KM committee for 
cross-functional coordination:

9 Step Implementation Process
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Step 6. Prepare for Implementation

Create specific project plans for each KM 
initiative to be implemented.

• Objectives 
• Scope of Application 
• Approach 
• Roles and responsibilities 
• Resourcing and budget
• Work Plan 
• Monitoring Plan

9 Step Implementation Process
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Step 7. Launch KM Initiatives

Proceed with implementation of KM 
Activities.
 Have desired outcomes for each KM technique 

been defined?
 Has an implementation schedule with interim 

milestones been developed, vetted by and 
communicated to stakeholders?

 Have sufficient resources (budget, time, staff) 
been allocated?

 Have implementation responsibilities for each 
technique been clearly defined and 
communicated? 

 Is a process to receive feedback from 
participants included in the plan?

9 Step Implementation Process



17

Step 8. Track Progress

Track the status and progress of each KM 
initiative.

• Status: Planned/Active/Complete
• Planned Completion Date
• Last Milestone Completed
• Next Milestone Planned
• Issues Encountered to Date
• Metrics
Outputs
 Exposure/Use
 Impacts/Outcomes

9 Step Implementation Process
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Step 9. Improve and Expand

Adjust KM initiatives based on monitoring 
results.
• Improving communication efforts to 

expand awareness and participation.
• Modifying training to address areas of 

confusion or concern.
• Requesting managers to communicate 

their support for an activity and 
prioritize its completion.

• Discontinuing or scaling back an activity 
that is not proving as successful as 
anticipated.

• Expanding a successful activity

9 Step Implementation Process
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For Each Category of KM Technique…
What Why When How (Resources)
Process 
Documentation 
(including SOPs)

Ensure consistent 
application of a business 
process. 

Capture recent changes to a 
business process.

Improve future application 
of a process by 
incorporating tips and tricks 
that have been learned.

Facilitate onboarding and 
training of new employees.

Process is stable.

Current 
documentation 
does not exist or is 
not up to date.

Process impacts 
more than a few 
employees and is 
applied frequently 
(e.g., more than 
once a month).

Use SOPs to formalize your 
most critical processes – for 
example: St. Mary’s County 
Regional Airport SOPs.

Use Job Breakdown Sheets 
(see Resource D) to support 
training and knowledge 
transfer.

Use Business Process 
Modeling Notation (BPMN) 
for in-depth documentation 
and analysis of complex 
business processes.

Job Books and 
Desk Manuals

Provide a reference guide 
to assist staff in performing 
their job.

Several employees 
with the same job 
responsibilities.

Virginia DOT Job Book 
Program

Guidance for KM Techniques

https://www.stmarysmd.com/docs/FINAL%202W6%20SOP.pdf
https://www.stmarysmd.com/docs/FINAL%202W6%20SOP.pdf
https://www.bpmnquickguide.com/view-bpmn-quick-guide/
https://www.bpmnquickguide.com/view-bpmn-quick-guide/
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KM Implementation Resources
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Example Knowledge Transfer (KT) Plan

• Key Processes
• Staffing and Roles
• Critical Knowledge to be Transferred
• Risks
• Knowledge Transfer Activities
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Example Knowledge Transfer Plan – 
Financial Management

Key Processes

Procurement. Process purchase orders, requisitions (involves working with County Purchasing 
Department). 

Grants Management. Process FAA and state grants and associated reimbursements.

Accounting/Bookkeeping. Pay bills, process invoices, make deposits, manage county credit 
cards, handle billing and receipt of revenues from airline landing fees, rental cars, hanger 
rentals, concessionaires, vending machines.

Budget Support. Maintain statistics (enplanements and deplanements, cargo, utilities 
consumption, revenues by source, etc.) and produce reports in support of annual budgeting 
process. 

Parking Revenue Collection. Manage parking revenue operations.
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Example Knowledge Transfer Plan – 
Financial Management

Critical Knowledge to be Transferred
Financial management policies and procedures. Steps to be followed to initiate and 
process multiple varied transactions, including handing of special circumstances. 
Examples:

• Reconciliation of rental car bills

• Balancing parking revenues receipts from cashiers

• Billing TSA for County police services

• Records disposition following audit completion

• Invoicing procedures, including recording results of follow up on collections

• County purchasing policies – e.g., requirements to get quotes from 3 vendors 

• How to revert to paper timesheets when timekeeping system goes down
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Example Knowledge Transfer Plan – 
Financial Management
Knowledge Transfer Activities

Activity Assigned To Next Steps

Maintain and expand existing documentation of 
airport financial procedures

Administrative 
Assistant

Schedule annual 
review process

Create simple job book on financial management 
that compiles information sources in a single 
location. Include references and links to County 
policies and procedures, airport financial 
procedures, tracking spreadsheets, websites for 
funding requests, and contact lists. 

Airport 
Financial 
Manager

Create first draft

Build job satisfaction and retention for parking 
cashiers by providing training on the importance of 
their role at the airport.

Airport 
Financial 
Manager

Create draft and pilot 
with current cashiers

Maintain individual website and system login 
information in an accessible location to facilitate 
access in the event of a sudden employee 
departure.

Airport 
Financial 
Manager



FOR ADDITIONAL INFORMATION

Frances D. Harrison
fharrison@spypondpartners.com
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Knowledge Management Challenges at 
Airports

Airport Maintenance
 Utility Locations
 Repeat Equipment Outages
 As-Built Plans



Knowledge Management Challenges at 
Airports

Airport Operations
 ATC Communications
 Inspection Discrepancies



Knowledge Management Challenges at 
Airports

Airport Administration
 Air Service Development
 Performance Management



Knowledge Management Challenges at 
Airports

Retirements after long careers

Reliance on word-of-mouth or paper



Knowledge Management Challenges at 
Airports

Adding old information to new technology 

Disconnect between Maint/Ops and IT



Knowledge Management Challenges at 
Airports

Budget Constraints
New Hardware
New Software
Training
Oversight
Data Entry
New Furniture
…….



Knowledge Management Challenges at 
Airports

Change is Hard!



FOR ADDITIONAL INFORMATION

Ann B. Richart, AAE
ann.richart@wsdot.wa.gov
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Key Components

• Knowledge capture

• Knowledge sharing 

• Knowledge application

• Knowledge champions

• Skilled workforce

• Collaborative culture

• Communication tools

• Databases/repositories

• KM software

People Processes Technology



Best Practices

 Establish a Knowledge Management Framework

 Leadership Support & Commitment

 Fostering a Knowledge Sharking Culture

 Leverage Technologies

 Develop Robust KM Processes

 Continuous Learning and Development

Monitoring and Evaluation



Establish a KM Framework

Align with organizational goals.

Identify key knowledge areas.

Develop a plan for capturing, storing, and disseminating 
knowledge.



Leadership Support and Commitment

 Communicate the importance of knowledge sharing and 
management as a strategic priority.

 Top management actively supports and participates in 
knowledge-sharing initiatives

 Lead by example, demonstrating the value of knowledge 
sharing.



Fostering a Knowledge Sharing Culture

Collaboration and Communication

• Inclusive Environment

• Promote Open 
Communication 

• Encourage Cross-
Departmental Collaboration

• Use Collaboration Tools

• Encourage New Ideas and 
Solutions

• Recognize Contributions and 
Celebrate Successes

• Use Regular Meeting, Forums, 
Informal Gatherings



Leverage Technology

Implement 
collaboration 

tools that make 
sharing easy 

and accessible.

Create 
centralized 
repositories 

where 
knowledge can 
be stored and 

easily accessed

Ensure 
repositories are 
well-organized, 
searchable, and 

regularly 
updated.

Choose user-
friendly tools.

Ensure 
integration with 

existing 
systems.



Develop Robust KM Processes

• Knowledge Audits

• Document Critical Knowledge

• Standardize Processes

• Regularly Update and Maintain 
Knowledge Bases

• Feedback Mechanisms

• Change Management



Continuous Training and Development

Encourage 
continuous 

learning and 
development.

Provide regular 
KM training.



Measuring and Monitoring KM 
Performance

Key Performance Indicators 
(KPIs)

Regular Reviews Continuous 
Improvement



Organizational Integration



How to Eat a Knowledge Management 
Elephant? 

One Bite at a Time…



Challenges and Practical Solutions

Challenge: Resistance to change

 Solution: Clear Communication; effective 
 change management strategies

Challenge: Data silos and fragmented 
 information

 Solution: Integrating KM systems with existing 
 workflows.

Challenge: Technology Adoption

 Solution: User-friendly tools; training;           
 user confidence

Challenge: Maintaining KM Momentum

 Solution: Continuous engagement; 
  leadership support

Challenge: Ensuring data security

 Solution: Implementing robust security 
  measures to protect sensitive 
  information



For Additional Information:

Jeanette D. Saunders

Jeanette.saunders@saundersgrp.com



Today’s Speakers

#TRBwebinar

Ann Richart
ann.richart@wsdot.wa.gov
Washington State Dept. of 
Transportation

Jeanette Saunders
Jeanette.saunders@saundersgrp.com
The Saunders Group, LLC

Frances Harrison
fharrison@spypondpartners.com
Spy Pond Partners

mailto:ann.richart@wsdot.wa.gov
mailto:Jeanette.saunders@saundersgrp.com
mailto:fharrison@spypondpartners.com


Other Events for You:

August 7, 2024
TRB Webinar: Designing the Transportation Agency of the 

Future

August 15, 2024
TRB Webinar: Mitigate Tree Obstructions Near Airports

https://www.nationalacademies.org/trb/events

https://www.nationalacademies.org/trb/events


Subscribe to the newsletter for the most recent 
TRB news & research: 

https://bit.ly/ResubscribeTRBWeekly 

https://bit.ly/ResubscribeTRBWeekly


Get involved with TRB

Receive emails about upcoming webinars: 
https://mailchi.mp/nas.edu/trbwebinars 

Find upcoming conferences: 
https://www.nationalacademies.org/trb/events

Transportation Research Board

@NASEMTRB

@NASEMTRB

https://mailchi.mp/nas.edu/trbwebinars
https://www.nationalacademies.org/trb/events
https://www.linkedin.com/company/transportation-research-board-of-the-national-academies/
https://www.linkedin.com/company/transportation-research-board-of-the-national-academies/
https://twitter.com/nasemtrb
https://twitter.com/nasemtrb
https://www.facebook.com/NASEMTRB/
https://www.facebook.com/NASEMTRB/


Get Involved with TRB

Be a Friend of a Committee bit.ly/TRBcommittees
 Networking opportunities
 May provide a path to Standing Committee membership

Join a Standing Committee bit.ly/TRBstandingcommittee

Work with CRP https://bit.ly/TRB-crp 

Update your information www.mytrb.org 

Getting involved is free!

http://bit.ly/TRBcommittees
http://bit.ly/TRBstandingcommittee
https://bit.ly/TRB-crp
http://www.mytrb.org/


Get involved with ACRP

Visit us online: 
www.trb.org/ACRP 

http://www.trb.org/ACRP


ACRP Recorded Webinars

Have you missed a past ACRP webinar that you wish you 
could have attended?

No worries! All ACRP webinars are recorded and posted to 
TRB’s website for viewing at any time. 

There are over 100 webinar recordings on a variety of 
aviation topics available to you at:

https://www.nationalacademies.org/events
Select “Past Events” tab and search for “TRB Webinars”.

Copyright © 2024
National Academy of Sciences.  All rights reserved.

https://www.nationalacademies.org/events
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