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“Knowledge knows no

organizational boundaries...
it is boundaryless”

Lessons Learned

Explicit
Knowledge

Knowledge!

A

i

>

“The Work”

Core business
processes & practices
powered by
knowledge

Tacit Products

Knowledge >

Foundation: Knowledge-Enabled Culture
(behaviors which capture, seek, share & leverage knowledge)
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's Journey in KM Capability

Base Camp
7,200 ft.

This looks so straight forward when viewed this way



s & Happenings...

Emphasis on Connectivity
& creating a Boundaryless

Organization

Continual Improvement

CHAY :\1@@ Challenges in Process &
Wi sd s People
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ity & Boundaryless Organizatj

Boundaryless = Rapid flow of our science, knowledge,
processes, and people to meet critical business needs, grow and
develop our people and deliver value to our patients and customers.

Boundaries we need to overcome: Geographical,
Hierarchical, Functional, Cultural, Memory vs. Time

Connectivity enables us to operate as one business

and integrated network

Rapidly changing business environment demands this for
our survival...and it's simply good business
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’s Improvement Journey

Last several years:
Focus “within 4 walls of a
plant” to reduce variability
and improve performance...

| PERFORMANGE |

Product
Flow
Product Commercial Plant B e
Flow PERFORMANCE |
Il
Rajlee: 3=
VARIABILITY |
d f&*
Commercial Plant C
Y’__T"és'f-‘aéiﬁn'c?[
%. Product
VARIABILITY | 4
] [Meme

—H Localized performance
Commercial Plant D is up, however...

Customer
elivery

Late Stage Development &
Commercialization

...end-to-end flow,
& synchronization and
iﬁl responsiveness to
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S Improvement Journey... R

sred by KNOWLEDGE & CONNECTIVITY

 PERFORMANGE |
b ! |

Standardized, repeatable,
robust channels for
knowledge flow ...

~ PERFORMANCE

Late Stage Development & ‘ ial Plant-B : . . .
Commercialization ...enabling connectivity, rapid
ﬁ_n';f problem solving, sharing of
MERCK n issues and best practices,
Be well \—/

higher engagement, and more
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Connectivity Application: Packaging Defects

Monitor for Investigate

Packaging- and
related Capture
Defects defects

Share via
standard
work

Assess
impact

ocuments

3 - Missing Date of Manufacture on Carton
1/16/2015 10:54 AM
January

16

G Missing Date of Manufacture on Carton.pplx

LUy

Leave your Comment below

We are going to prevent

Date

Sharing & Assessment Metrics

Response Rate Response Time Response Profile
(goal 100%) (eoal =5d) (goal: nfa)

|M5:M’ Actions Taken
= Fact Finding panel calied.

+ No market acton taken based on informal discussions »
with local Agency:

« Review of shipments of same product - no other
batches were identified with a similarissue.

« Communicationof event toPackaging and QA staff
stressing the need to read all headers and remain

CAPA Strength 7
Eliminate & Detect m<5d mz5d mn/a

vigilant.
» Conducted Coachng Katawith Senior Management.

=
E Automate = Mitigate
a  simplify Retrain / Review

potential
n fixed




nhual Improvement: AAR

MMD Lessons Learned System - Generalized Life of a Lesson

Natural Flow of Work

Alork Processes/Procedures

‘W-

J

o Assist
Future
Focus

Current
Focus

AAR
a AAR ) Selection/

of <_|
Event A........c

Capture
& Share
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Action Review

» See One, Do One,
Teach One

Creating Safety

Focus on

« Standard Work
* Built in the flow

* Focus on Actionable
Lessons

* ‘Message in a Bottle’
€3 MERCK
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A process, not
just an event

* Practitioners not
Facilitators

Phase 2: Building
Lessons into
Standard Work

12

Performing a Take 5!

Right Time:
* Imn
* Dur I
= Take 5!
* Buil
med A brief After Action Review to evaluate work
+ Ack experiences and identify lessons thatcan be
learned to make us all better.
Right
* Tho

Fac
Right
*Sho

Anyl
Right
* Leal
+ Join
* Ass
* Us

als
ocal

Take 5! to Ask:
1- What was supposed to happen?

2-What actually happened?
(think successes and opporturities)

3-Was there a difference and why?
4-What can we learn?

5-Who needs to know about this &
how do we share it with them?

“A lesson is not truly learned unless it has prompted a
change in behavior.”- swe wscxey, us army cemer for army ezsons teornes

AHID Knowledge Monogement Cof —Ocr 2014

TAKE 5! WALLET CARD

A




)cess: The Process as Foundation

Tithe: Level 4 Manreng Parameters and Capacity 2.1, 2.1, L1

e Flamner [Int/Enh
FEER -

Supply Metwork Planner

And the power of

KNOWLEDGE MAPPING
to understand how

knowledge flows




Degree of Supportfor the Change

e: Key Change Execution Concepts

g social technologies for success*
Sfructured Methodolog_y (CEM)

Goal - B Internalization

Tipping

Point ﬁ

Adoption

Intent

Institutionalization

People Delivery

Experimentation

Start Positive Perception

Understanding
Awareness

Contact

Adapted from Conner Partners

>
Time
e A Community
Tap into Culture 3 &&=
Grow our business
. . . Grow our taams.
Copyright 2012 - Kaleel Jamison Consulting Group Grow ourselves

FROM TO
§ Fear of Bringing
% * Ixchision Change speaking up volce
E Partners
S+ Leadenhip Leadership Peer-to-peer leadership
" Mindsets and b atthe top and accountability
5 Behavior )
- + Getting Whole Rank and Knowledge
8 Organization tenure and ability
@ In the Room 1
2 « Creating the b Silos Flows
¥ Mew Story
5 - Pings
[ L “I” heroic individual “We" collaboration
) | P acts and co-creation
@
< Centric Global
L:l mindset mindset
@
J One style, one way, 360-degree

one view vision

Inclusion as the HOW™

Ensuring people have the right:
Direction

Competence
Opportunity
Motivation

*R. D. Guenard, M.J. Lipa, S. Bruno and J. Katz, "Enabling a New
Way of Working through Inclusion and Social Media: A Case Study",
OD Practitioner, 45(4), 2013



0 & Leverage Organizational Norms

« KM as the backbone to enable the speed and
effectiveness of knowledge transfer

in)

People and teamwork are at
the heart of
Merck Production System

Q

Ask who else needs to
be involved and create
360° vision...

“Making Problems Visible and

MMD: solving them once,
HOW WE MANUFACTURE collaboratively,

SUCCESS at root cause...”
€ MERCK . L




le Leadership ...words from our sponsor

* Learn
— Must be a role model and know what you are asking for

e Commit
— Time (culture) & Effort & Visible Upward Advocacy
— Resources: KM SMEs, functional experts, stewards, ...

Create the right environment
— “Top down and bottom up”
* Set expectations

— Managing knowledge is “part of your job”

— Cannot change culture without clear expectations,
accountability and consequences

* Remain Resolved!
€3 MERCK
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Thanks for your attention!




Special Thanks to...

* Dr. Michael Thien

* Dr. Jean Wyvratt

* Anando Chowdhury

« David Vossen

« GSTC Leadership Team
« MMD KM CoE Team

« APQC

and many fellow KM practitioners!
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Martin J. Lipa
Executive Director, Merck Manufacturing KM COE

martin.lipa@merck.com

Samantha Bruno
Assoc Director, Merck Manufacturing KM COE

samantha.bruno@merck.com

For more details, see ISPE Pharmaceutical Engineering (Nov/Dec 2013, Vol 33 #6):
A Practical Approach to Managing Knowledge —
A Case Study of the Evolution of Knowlédge Management (KM) at Merck A"“““"





